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Section 1 Job Aid — Problem Management Process

Overview As you become aware of problems, you will be creating problem tickets in
ServiceCenter in order to log and track those problems. In the event a
problem occurs that you are able to resolve either immediately or while on the
phone with the constituent/customer, there is no need to record the problem in
ServiceCenter. If a problem is more complex and requires someone else to
research and resolve it, you will create a problem ticket and assign it to the
correct individual using the Problem Management module of ServiceCenter.
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1.1 Logging in to ServiceCenter

How to log in to  When you double-click on the ServiceCenter Production 3.0 icon, you will be

ServiceCenter  presented with a screen prompting you to enter your user name and password.
The Name and Password fields are case sensitive and must be entered in
lower case. Follow the steps listed in the table below to log in.

Step Action
1 Type your LAN ID in lower case in the Name field.
ServiceCenter - [Login] [_ 5] x]
Bl Cie Edt View Fomat Oofior: LstOofior: Window Help =1=x]

SlEm 2[Mal B

Feregrine

S Y 8 T E M 8°

Enter login information

Password
Language [Enalish hd]

¢| x|SmwceCeM

ou are altempting to access resouces anned by the Stats of Geoigis, Department of Administralive Servioes Thess
1esaurces are to be acoessad by authorized users anly. 1f you have not been specifically authorized to access
these resources. do not proceed further. Unauthorized access could subject you ta liabilty of criminal prossoution
D0AS network communicalions and interaction are subject to monitoring and audit. By continuing through this banner
and acoessing the DIAS network, you are cansenting ta having your interaction with and use of DAS network resources

monitored, audited, retieved, copied and disclosed to third parties

| Ready ,ﬁ lagin. prompt.g [S5] |
§ﬂ5tan| @Gmup\/\t’is..l -ServiceCe..l Y Microsoft | B Microsoft . I |7 untitled.b... ”.Selvice,,, |NQ|€%°®E}' 1214 PM
2 Type your password in lower case in the Password field.

NOTE: Ifyou are logging in to ServiceCenter for the first time,
your password will be the password provided to you by the
ServiceCenter System Administrator via email. After logging in
the first time, you will be prompted by ServiceCenter to change
your password (as it will do every 30 days). If you are unable to
log in or if you have trouble changing your password, call or email
the GTA Desktop Support at 404-657-4646.

Continued on next page
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1.1 Logging in to ServiceCenter, Continued

How to log in to ServiceCenter (continued)

Step Action
3 Click on the green check mark button or press Enter.
Result: The ServiceCenter Home Menu is displayed.
ServiceCenter - [bob_helpdesk] [_[O] <]
8 Fie Edi Yiew Fomot Ooions Lit Opiions Window Help =181x]
e i e d [ SV
B Logout | Password | i
ServiceCenter” ..., 1
Services |Suppurt |
f‘ﬂ Service Management Standard Reports
o . P
a Froblem Management
Inventary Management
%i‘ Change Management
| Ready ’Elmenu uger.operatar [P]
hstan | 8 Groupwise - Ma.| @lserviceCenter [ (B untled brop - P | 27 Mizuosalt word [l ServiceCont. | N EDQIE® 112244
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1.2 Opening a Problem Ticket

Opening a Sometimes, you will be confronted with problems that cannot be solved right

problem ticket  away. In these cases, you will need to open a problem ticket and assign it to
the group that is responsible for fixing the problem. You will need to enter the
first & second screen for the problem ticket, and then if additional data is
needed, you will need to use the category-specific form, which varies slightly
depending on the category selected. The block entitled Completing the
category-specific problem ticket form explains how to do the latter.

Step Action

1 From the ServiceCenter Home Menu, select Problem
Management Icon. When the Problem Management Menu is
displayed, select Open New Problem.

TEST - [niking] (o]
Ol Fle Edit View Format Optons LiOptons Window  Help =181 x|

SBE ?MQAle
[_#ne ”
ServiceCenter’ o8

Froblem M anagement Menu | Tools |

Open New Problem & Security Files

|

Problem Queus L‘ Search Knowledge Base
Open New 2| aj
Problem 2|

=0 [ree [merugapm 5P]

idfstort | | [inbox -ticros.. | @llservicecenter .| B1sc 3ob aid for .| BYsc 10b aidor .| [ ST - [nking] [CRWI §'B4F sizeam
Result: the following screen will display.

TEST - [Problem Management] 1Ol x|
Sl Fi= Edt view Format Options List Cnbions  Window  Help _l=] =i

SEE| 2male

‘ Hooonce | [(JNew | S lose | @Find | Fil | -
Froblem ID» FHO72808 Ticket Status: [Gpen !|I
Category Hol Ticket:? =l |

Problern Details |

Ewperienced By (Last Mame): T =]  Assst Tupe |

Full Hame: I sset ID: |

Contact Hame: PiD[ IP Address =

Agency EDP/Decal No |

Phone: Ext [ Application Mame: ]

Location: Metname: =]

Email: Wiew Related Netnames: =]

Feported By (Last Name] = Serial #: |

Full Hame: I Model —

Contact Mame: FiD[ Dese —

Agency: [ Asset not currently in inventan:

Phone: Ext [ Owner: nlking

Location: Open Dept: atasin/sps tools

Email Priority: [F - MEDILM i

Problem D etsils: Cause Code: | = ||
[Feady [insert [ apm. quick.a 15PI |

#start ||| [Smbox - ticros... | gl servceCenter ... | BsC 00 Aid for ...| B8)5C ob aid for . |[QlTEST ~[Probl.. |28 B Scd  swram
Enter the mandatory fields (red labels) and any other optional

information that pertains to the problem (see next page).

Continued on next page
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1.2 Opening a Problem Ticket , Continued

Opening a problem ticket (continued)

Step Action
2 Enter the following information as indicated in the table below. The required fields
must be entered and the default information is listed below.

Field Name Required/ Entry/Action

Optional

Category Required Select "Application" from drop down list

Status Required Accept default "Open". The system will
default a new problem ticket to the status
of Open.

Hot Ticket? Do not use this Clicking here will send an email every 15

field minutes to management.

Experienced By | Required For Portal problems - Enter "Portal"
and click ellipsis and the information will
be auto-filled. At this time, a list of
inventory records will be displayed.
Select the correct inventory record from
the list displayed for the problem based on
the description field; click OK and some
of the following data will auto populate.
Enter the experienced by information for
non-Portal problems.

Reported By Optional Tab past this field and the system will
populate with the Experienced By
information.

Asset Type Required Select “Application” from drop down list.

Asset Id Required If this data did not auto-populate or the
displayed list when the experienced by
was entered did not contain the inventory
record, then go to the tab to the
Application Name Field.

Application Optional but If this field did not auto-populate, clear

Name Required for Portal | the field; then click the ellipsis button to

application search and select the application (double
click) with the problem. For General
Portal problems the application name is
"GTA Enterprise Portal".
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1.2 Opening a Problem Ticket , Continued

Opening a problem ticket (continued)

Step

Action

2

Continue entering the following information as indicated in the table below.

Field Name

Required/
Optional

Entry/Action

Priority

Required

Defaults to Medium. Override default if
required. Check Severity code for specifics.
Priority/Severity Codes:

Priority Critical would be Extreme.

Priority High would be High.

Priority Medium would be Moderate.
Priority Low would be Low.

Refer to Severity on page 12 for definitions.

Cause Code

Required

- Click on the ellipsis and select from one of

the following Cause Codes. Some possible

codes for the Portal application are:

C014 Page Content

C030 Invalid URL

C036 Adhoc Requests

C060 Printing- unable to print/Incorrect print

C065 Slow Response

C080 Password/Id Problem

C091 Security

C092 Session - Hung/locked

C108 Database Error

C115 Online-Abend

C122 Other; (enter more information to
explain the problem)

- Highlight the Cause Code and Double Click

on it, then the system will auto populate the

Cause Code Description and Problem Details.

Problem
Details

Required

This field is auto-filled when selecting the
Cause Code with the Cause Code description.
Collect and record sufficient information from
the constituent so that Tier 2 can recreate the
problem. Include a description of the
problem, the URL where the problem
occurred, the constituent's operating system
and browser versions, if appropriate.
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1.2 Opening a Problem Ticket , Continued

Opening a problem ticket (continued)

A
Click the
New butt

Step

Action

3

\

hn

Click on the “New” button and the following screen might appear showing related
problems if there are related problems.

If this screen appears, all of the related problems will be displayed. View by
selecting any related problem from the list, and double clicking on it, to determine
if your new problem is a duplicate problem.

If you determine that this new problem is a duplicate, cancel out of the problem
ticket you are viewing, and write down the matching Problem Ticket number. Use
the ticket number to update the new matching ticket with additional problem
information, if required. Then, click on the Back button and cancel the problem
ticket.

If this problem is not a duplicate, Click the “New” button again at the top of the

screen to complete opening a new Problem ticket.
[Potentially Relal =1olx|
=l8(x|

TEST - [P
i Fie Ed s List Option:
SR ?™MalD

e

Fioblem ID) [ Cateqon [ Desciiption
PMO72830 lcal PassmordID Problem
_ x|
[ Top ne i row 1 of 2 [inset [apm.create abe.g 151 |
start || [Sliobox - .. | BYsc b ad.. | @liservicsce: I I oot oo | RSt smam
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1.2 Opening a Problem Ticket, Continued

Opening a problem ticket (continued)

Step Action

Result: The Application Category Specific Problem screen will appear as displayed

below:
R
@ Fi= Edit Yiew Format Options List Oprions  Window Help 1= x|
pEBEl?HMal 9
| o#or | Xoace | Bdseve | Dunde | @iFnd | BIF | oheks | -
| o
Frablem ID: FHO72eH Ticket Status: [Feen i
Froblem Title: 1Fage Cantent

Problem Detsils | Actions/Resoluion | Contactifisset | Application Speciic | Related Records | Attachments | History |

Category [epplcation Assignment Group. =]
SubCategory: | Assignee: =’

et Alert | Owiner: [Mira L. King

Alert Status: | Application Mame: TGTA ENTERPRISE PORTAL =
Fricrity [F-WEDIUM ¥ Acronym [WEE-GTAFORTAL =
Severity | Flatiorm:

Problem Type: = Scheduled Start:

Hat Ticket? r Scheduled End:

Froblem D stails Couse Code:  [COT4 | [Page Content

Fage Content

=
insent | prablem application apen. g [P

|@EE[§T&‘@*E§ 8:33 AM

[ Ready

Eﬂstartm [&1rbox —Mi:rusml #)5¢ Job Ald fDr‘..l -ServicECenter.‘."-TEST -[crea.. [

Enter the mandatory fields (red labels) and any other optional information that
pertains to the problem (see next page).

Continued on next page
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1.2 Opening a Problem Ticket, Continued

Opening a problem ticket (continued)

Step Action
4 Enter the mandatory fields for the Category Specific Problem screen.
Field Name Required/ Entry/Action
Optional

Problem Title | Required This field is auto-filled from Cause Code
Description. The Problem Title should be a
short description of the problem. Ensure that
the Problem Title is descriptive enough to
differentiate this problem from previously
logged problems.

Problem Type | Required Enter "Portal" for portal problems or select
the appropriate type for other problems.

Assignment Required For Portal problems:Key "portal tier 2" and

Group click the ellipsis button. Remember
ServiceCenter is case sensitive.
For other problems: Click the ellipsis button
and select the correct assignment group.

Severity Required A screen will be displayed for selection of the

Severity. Highlight a Severity, and double
click on it. Select appropriate severity for the
problem.

For Portal Problems:

"Severity Extreme” indicates that the entire
Portal is down, that constituents get no
response from URL georgia.gov.

"Severity High" indicates that one or more
of the Portal Services is unavailable, that
there are data base problems or data base
inaccuracies or that there are broken or
missing links.

"Severity Moderate'" indicates that web
content has a cosmetic error, that content
information may be inaccurate or not current.
“Severity Low” indicates that the issue is a
complaint or suggestion, possibly the
constituent has complained about the colors
or has suggested adding additional links or
content.

Draft GeorgiaNet ServiceCenter Job Aid 09/18/02
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1.2 Opening a Problem Ticket, Continued

Opening a problem ticket (continued)

Step Action
4 Continue entering the mandatory fields for the Category Specific Problem screen.
Field Name Required/ Entry/Action
Optional

Assignee Required A default assignee will be auto populated in
this field. Only override the default, if you
have been given instructions to do so. To
override the default, click on the ellipsis
button to select a different Assignee, highlight
the assignee, and double click, then the
system will populate with the assignee
selection.

Application Required Auto-populated from first problem screen

Name

Acronym Required Auto-populated from first problem screen

Scheduled Optional Tab past - this field is used for entering the

Start Date date when starting to work on the problem.

Scheduled Optional Tab past - this field is used for entering the

End Date date when the problem has been completed

Problem Required This field was populated from the first

Details problem screen. If the Problem Details does

not explain the complete problem, please
collect and record sufficient information from
the constituent so that Tier 2 can recreate the
problem. Include a description of the
problem, the URL where the problem
occurred, the constituent's operating system
and browser versions, if appropriate.
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1.2 Opening a Problem Ticket, Continued

Opening a problem ticket (continued)

Step

Action

5

Enter any optional information on any of the tabs of the Application Category
Specific Problem screen.

Draft GeorgiaNet ServiceCenter Job Aid 09/18/02

Tabs Entry/Action
Application Application specific tab has a group of optional fields that can be
Specific tab entered if you think this information is important to the problem.
All of these fields are optional.
$BE|? ?:I Q - =
ook | Recace | Hsee | Dunid | @lfng [EyFil © Clocks f
e P e e =
| Actions/Resolution | Contact/Asset  Applicaion Specific | Releted Records | Attachments | History
aaaa e
‘R_dn-n S T 1 ~ Ecran “I!u s
Attachments Attachments tab here 1S where any attachments can be added
tab that relate to the problem.

rrrrr

e e el BT

%\%\.?’IQ\
ook | Recace | Hsee | Dunid | @lfng [EyFil © Clocks R

Problem D I—PMWZBBD TicketSta ren ¥

Pt Tie: [Page Cortert

Prablem Detais | Actons/Resoltion | Dontact/Asset | Applcation Specifc | Related Records  Atiachmerts | Histoy

=D

start || hinbox -microsoft o
Right Cllck n the attachment area, a p0p up window will be

displayed. Select Insert File. Retrieve the file from your library
and Double Click on it.

Result:
An Icon with the file name will now be displayed on the
Attachments tab. Click on this icon to display the information.

Continued on next page
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1.2 Opening a Problem Ticket, Continued

Opening a problem ticket (continued)

Step

Action

6

Problem
Ticket
message

5

Click on the Save button at the top of the screen to create a Problem Ticket.

Result: ServiceCenter validates that all required data has been entered and that the
format of all data is correct. Then, if errors are detected, the record is not created, but
an error message is displayed on the bottom of the screen on the Status Bar.
If the record is free of errors:
o the record is saved as an open problem ticket
e a message stating PM999999 has been opened by Owner Name (user id of person
opening the problem ticket) is displayed on the Status Bar
e the original description of the problem in the Problem Details ficld on the
Problem Details tab is grayed out and any additional actions or resolutions will be
shown following a line stating ***Past Updates™**
¢ On the Problem Details tab, the Next Alert and Alert Status fields are filled in.
o the Actions/Resolution tab is opened up to allow for additional text
o the History tab
o is filled out with information about the name and department of the person
opening the problem ticket as well as the date and time the ticket was opened, and
e shows alert information based on the assignment group chosen and the severity of
the problem, and
¢ an email notification is sent to the Assignee to inform him/her of the assignment of
a problem ticket.

Resul:

TEST - [Examining Problem Number PMO72810 1 —(ax]|

=l8lx]

[Boen !I‘!;

.
[ Probiem PM072810 has been opened by ins L. King [inse [problem appication updite.o 5P
linbox -ic..| @iservieece... | B1sc 300 A, [ TesT - (e, @TEST -(ex... | [TEEEGYEVOMY| (R & S5 1107an
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1.3 Searching for Problem Tickets

Searching for problem tickets
1. By Problem Queue
2. By Problem Management Ticket

Step

Action

1

Click on \\

Switch
Inbox

:

Search — By Problem Queue

On the ServiceCenter Home Screen, Click on Problem Management
Click on Problem Queue and the following screen w111 appear:

TEST - [Problems in inbox: Problems Assigned to me]
ns Window  Help

Bl Fle Edt Vew Format Optio

SBhm rTHAle

_I_I_I

ns - List Optio

‘ Back
Problerm Management -
Problem List
I I
J New Categon
==
Switch Inbox

Starting List

Fioblem [ | Open Time [ Blert Level | Assianes [ Brf Desciption

Problems by Dwner
By Assignment Group
B3 Refresh List
Count Recards

Ay Back

‘ | |

1t [ sc.manage.pri hlmg[SF‘]l

inser
RY Y HA  amzem

\ Ready
iffistart| | [Elimbos - wic...| B]sc ob Aid... | gllservicece. . |[glivesT - [pr.. [EMcroscite.

The system will display problem tickets by a preset inbox. Click on Switch Inbox
and the following window will pop up. Click on the arrow and make a selection.
Then, Click on the checkmark and your inbox will be switched to display the

appropriate information.

Yiew Records in which Problem Inbox?

x|

5

I
_v | _x |

Switch inbox to one of the following:

List by hot tickets

Open problems that I opened

Open problems my department

Problems assigned to me

Problems assigned to my assignment group (Portal Tier 2)

Draft GeorgiaNet ServiceCenter Job Aid 09/18/02
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1.3 Searching for Problem Tickets, Continued

Searching for Problem Tickets (continued)

Step

Action

2

Enter
Problem
Number
and the
Enter key

L

Problem 1D Category: ¥
Ged by = AssetiD:
T Repatedby =]  EDP/DecalNo:
Agency Name: =] Netname:
Location =] Application: =]
Vaice Trouble County = Aciorem =]
Ticket Dwner: ¥ Assignment Group: ¥
Open Dept ¥ Assignes: ¥
Problem Ticket Status
Ticket Status: ¥ Friority ¥
Alert Level Status: ¥ Hot Ticket Prablems: I
‘Tu:kels that ae: ® Ogen O Clsed O Fither ‘
[Ready

Search PM Tickets

Click on Problem Management on the Home screen.

~loix|
@ Fle it view Format Optioms List O Window Help @]
YRl zMal9e

| tmyBack | Dsearch | @& clew| (gl Find ma | e

Basic Search \Advamea Search | IR Query |

Search for Problem Tickets Where:

[insett [apm.search probsurman.g [SP)

Assignee and Open Dept are all good search fields.

Click on Search PM Tickets and the following screen will appear:

Enter the identifying field information that you want the search list to return.
If you know the Problem Number that is the fastest search. Assignment Group,

Continued on next page
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1.3 Searching for Problem Tickets, Continued

Searching for Problem Tickets (continued)

Step Action
3 Once you have located the problem ticket using the Problem Management Queue or

Problem Management Search functionality, then update what is needed.

Tab/Field Required/ Entry/Action

Name Optional

Problem Required Change Assignment Group and Assignee if

Details tab — the assignee or assignment group is not the
correct one to work on this problem. Also,

Assignment change severity if required. This does not

Group and resolve the problem but it will forward the

Assignee field problem to someone else to work on it.

Actions Optional Enter the Start Date and Time.

Resolution

tab- Actual

Start Time

Actions Optional Record the action performed to correct the

Resolution problem.

tab-

Corrective

Actions box

Attachment Optional Attach any related files and emails.

tab

4 Click on Save to save the changes made to the Problem ticket.

The system will populate the information entered in the Corrective Actions box to
the Problem Details box with date and user-id of the user updating this problem

ticket.

If the problem has been resolved, see the section on Resolving a Problem Ticket.

Draft GeorgiaNet ServiceCenter Job Aid 09/18/02
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1.4 Resolving and Closing a Problem Ticket

Resolving and Closing a Problem Ticket
Note: Search and Reassign the problem to the correct assignee, if the current
assignee can not resolve.

Step

Action

1

Click on
Resolve
button

Click on the Resolve button.

TEST - [Examining Problem Number PM072841] =10 %]
@ Fle Edt View Format Options ListOptions Window Help TS|

ymalzHMale

[ ook | Xcaosl | ¢4 Previos| ppNew | kb Save | 43 Undo | BB Resovs| gl Find @R | @ ook |
Prablern [D: FH072841 Ticke! Staus———fften L
Prablem Title: {Page Content

|
W SCtiAsset | Application Speciic | Fielated Records | Attachments | History |
l/ e m e frortal ter 2 =
/sﬂv/sm ENTERPRISE PORTAL Assignee: Fevesa |
Tlext Alert Dwner [NinaL King
Alett Status updaizd Application Name: [GTA ENTERPRISE PORTAL |
Frioilty: 3~ MEDIM ¥  Acoym FWEEGTAFORTAL |
Severity: {MODERATE Platfom:
Prablem Type: TPORTAL | Scheduled Start
Hot Ticket? r Scheduled End
Problem Detals Cause Code: JE014 =] [PAGE CONTENT
Page Contert - Thisis a testlll |
Past Updates
06/19/02 14,1323 [Nina L. Kingl
Sobving the problem. Give detals of how the problem was solved
M=
[Ready [insert [ problem application update. g [SP] |

ARistart | | [Dlimbox - tic...| B5C Job Aid... | @llServicece. . |[gliTesT - (Ex.. [lMicrosoftE. QPP =d  zasem

Result:
The following screen will appear.

TEST - [Resolve Problem Number PM072841] o [=] 5
@ i Edt view Format Options ListOptons Window Help -18(x]

LBE zHMale
| ok | Rl | ¢¢Pevios| pypnst | Hsee | Duns | (i [BFl | ®cosks | |

Problem ID: [PHO72641 Ticket Status: [Open ml
Prablemn Title: [Page Content

Problem Detais  Actions/esolution | Contact/Asset | Appliation Specilic | Related Records | Attachmerts | History |

Carrective Actions:

(06/13/02 14:13:29 [Nina L. King) N
5 ahving the piablem. Give detais of how the problem was solved

FD Femme || ® ermenie ‘ |Wasaraslme un? Clves @ No |
fetual Stert Time: [£/15/02 14125

‘ Should weissue acedl?  O) Yes @ Ho

Actual Fesalve Time: [
Solutior Candidate for Knowledgs DE? [ Resolution Code: 1 |
=
\ Ready |msell \ problem application.close. g [SP] |

iffistart||| [Elimboc - mi..| B gob ai.. | @llservicece. . |[@lvesT - [R.. [MMicrosoft . R ZAG  zasm
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1.4 Resolving and Closing a Problem Ticket, Continued

Resolving and Closing a Problem Ticket (continued)

Step Action
2 Continue entering the mandatory fields for the Category Specific Problem screen.
Field Name Required/ Entry/Action
Optional
Actual Optional Enter Date and Time resolved. Click the fill
Resolve Time button to automatically enter the current date
and time. (MM/DD/YY format)
Resolution Required Record Resolution Codes by selecting from
Code the drop down list. Here is a selected list of
resolution codes to be used for the Portal
application:
= R040 for no problem found
= R128 Browser Issues
= RI131 Work-around developed
= R132 Page Content Corrected
= R147 Application Changes made as
required
= R149 Data changes made as required
= R150 Hardware changes made as req.
= RI154 System software change made
as required
= R157 Other (enter more information to
explain the resolution)
= R163 Vendor modification
Solution Required Solution field will be auto-filled by text for
selected resolution code. Add additional
information as needed to the solution field.
Candidate for | Optional Click a check mark in this field only if this
Knowledge resolution should go in the knowledge data
Data Base base. This field is rarely used!
Permanent Required Defaulted to Permanent Fix; change if
Fix or necessary.
Temporary
Fix
Was a restore | Required Defaulted to NOj; change if necessary.
run?
Should we Required Defaulted to NO; change if necessary.
issue a credit?
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1.4 Resolving and Closing a Problem Ticket, Continued

Resolving and Closing a Problem Ticket (continued)

Step Action

3 Click on the Save button and the resolution information will be saved. The
Problem ticket status will change to “Resolved”. A message will be displayed at the
bottom of the screen. Assignment Group can not be changed after the problem
is resolved.

TEST - [Examining Problem Number PM072841] oy [
@ Fil= Edit View Format Options List Options  Window Heln -2 x|

SEBB TMA D
|_ 7 0k | 3 concel | ¢< Previeud 3% New | <07 Reoper] I Save | %3 Undo | <G Close | Gl Fing Fil | € ohocks |

Prablem ID FHO72841 Ticket Status: [Dpen
Prablem Title: {Page Content

Problem Details — Actions /Fesolution ‘ Contact/sset ‘Apphtatinr’\ Specific | FRielated Recards |Altachmer’\ts \ Histany \

Conective Actians:
TE/A5702 181323 (Mina L Kingk B
Solving the problem. Give details of how the problem was salved
D e || ® Tepme e | ‘ Was a restore wn? Clves @ No
Aotual Start T 0EA19/02 141253
‘ Should we issue s credit? (O Yes @ No | e s e [
Message Actual Fiesalve Time,
Selution: Candidate for Knowledge DB? [ Fesolution Code: 1Ri32 =
Statlng Page Content Comected - THis 13 & testl il
\I\ T s
[ Problem PMO72841 has been resalved by Nina L. King inseit [ problem application close o [SF] |

i#histart || | [ inbox - Microso...| Bsc 0b aid for ... | gllservicecenter -...| [@TEST - [Exami... [Microsoft Excel RW G S zosem

4 Click on the Close button and the problem ticket will change the status to
“Closed”, and clear the screen.
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1.5 Open a Change from a Problem

If a change to an application or content needs to be accomplished to fully resolve a problem, a change
record can be opened for the required change work and then the problem resolved and closed. The
change can be opened from the problem. Opening the change from the problem screen will automatically
associate the problem record to the change record. The problem record’s resolution needs to document
that the problem was resolved and closed and that the change was opened.

Step

Action

1

From the problem screen, Click on Options in the menu bar, then open related
CM change. This will take you to the change module.

Follow the instructions for Opening a Change Request. Be sure to check and
override, if necessary, the fields that ServiceCenter auto-populated from the
problem. Create the fields following the field requirements for a GaNet Change.
(Specifically, the Change Title field, Assignment Group, Assignee and Description)

Save the Change. Click on the OK button and Service Center will take you back
to the problem.

Follow the instructions for Resolving and Closing a Problem Ticket. This will
resolve and close the problem and on the problem’s related records tab will be a
button to link the problem to the change.
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1.6 Adding a New Contact

Adding a new
ServiceCenter
contact

If the person experiencing or reporting a problem is not listed in the QBE list
of contacts, you will need to add that person’s name to the contact file.
Follow the instructions listed in the table below.

Step Action
1 From the ServiceCenter Home Menu, click on the Support tab.
Click on the Contacts button on the Support tab.
5"5"' Dmmns ListOntiors Windaw  Help =18]x|
leel 2Mia) Bl
[ B Lot | Povement_| ]
ServiceCenter 1
|
Services Support_| Support tab
@ ‘endars
9 Administration
Contacts
button
[Reay [oveitay [menuuser.operator 5]
i start| B Gioupwise Maibox |[gll ServiceCenter - | )My Computer | mor Mietosot word - Cha..|
Result: A blank contact record is displayed.
ServiceCenter - [Database]
-EHE Edit Yiew Farmat Options Lt Options  Window  Help ;Li'ljél
leel 2mla) Bl
| #npeck | dpadd | Osewch | pFind Gl .
CONTACT INFORMATION =
Cont I |
Ager F 1
Agency Name: T "I
Business Information ‘AddlESS |Euntad Numbers ‘IZ mmmmm ks ‘He\pDesk\nlmmahun |Depavlmenl\nfulmahun
— (T
;::lwe ,—!' Application [ L
= Connectivity: [ ﬂ‘
Title: |
Prof. Title:
Email
Campany |
Group:
Shift:
View Contact's Inventory: ||
[Ready [insett [contacts 0 [I:]
A start| dPam Desktor] B Groupvise . | llServiceCen. | (560045 Des.. [l Servicet. . [N D RDSOEBE 241rH
2 Enter the last name of the new ServiceCenter contact in the Last
Name field. Enter the first name in the First Name field. Both
fields are required as indicated by the red field name label.

Continued on next page

Draft GeorgiaNet ServiceCenter Job Aid 09/18/02 page 20 of 58



1.6 Adding a New Contact , Continued

Adding a new ServiceCenter contact (continued)

Step Action

3 Note that the labels for the Agency Number and Agency Name
fields are red, indicating that these fields are required. These two
fields work in conjunction with one another. Enter either the
Agency Number or the Agency Name field as follows:

IF ... THEN ...
the agency number is known | e enter its first few digits in
the Agency Number field,
and

e Click on the ellipsis button
next to the field.

the agency name is known e enter its first few characters
in the Agency Name field,
and

e Click on the ellipsis button
next to the field.

both the agency number and | use either of the methods

name are known described above.

Result: ServiceCenter either auto-populates the Agency Number
and Agency Name fields (if there is a single agency record
matching the data that was entered) or displays a list of agencies,
from which you need to double-click on the correct listing in order
to fill the fields.

NOTE: If the agency’s name does not appear to be in the list,
cancel out of the list by clicking on the Back button at the top of
the screen and re-enter the name another way. Example: If DHR or
DEPARTMENT OF HUMAN RESOURCES cannot be found in the list,
try looking for HUMAN RESOURCES, DEPARTMENT OF (by entering
the first few characters of the name, e.g., HU.) If the agency’s
name is truly not in the list, contact your manager and/or call your
Help Desk to report that a new agency record needs to be created.
You can use 00000 as the Agency Number which will retrieve the
Agency Name AGENCY UNKNOWN until the new agency record is
added to the agency file.

Continued on next page
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1.6 Adding a New Contact, Continued

Adding a new ServiceCenter contact (continued)

Step Action

4 Enter the first name of the contact in the First Name field. Note
that the label for this field is red, indicating that the field is
required.
5 On the Address tab, note that the label for the Location Code
field is red, indicating that the field is required. Enter the first few
characters of the address, city, county, or zip code in the Address,
City, County or Zip fields respectively and click on the ellipsis
button next to the field that was entered (see picture of screen
below).

Result: ServiceCenter either fills in the Location Code and the
grayed out data in the Current Address fields (if there is only one
location matching the data entered) or displays a list of addresses,
from which you must double-click in order to select the desired

address.

G Fle Edt Vien Famal Options Lo 0p Window Hebp ETET]
slnal 2ol o)

[ anBock | e dd | Dok | plFnd CI| |

CONTACT INFORMATION (ml

Cantact Name: Last Narme: DECKES
e mier 98000 =1 FirstName: T
GEORGLA TECHNOLOGY AUTHORITY ]

Business Informetion  Address | Contact Numbers | Comments | HelpDesk Infomafion | Department Information

Use one of the follaning to nariow your search for new addresses.

ress :

Cit
. Cournty
The Location / 2

Code Curent Address

Full Addless Building [
Floar [
City/State/Zip: Foam/Cube: [

County

[Feady [insatt [cortacts o P |

A start| B Groupwise .| gl SenviceCen..| fJPdmDeskion] e DAS Des.. | [ Servicel. [PAWIN R DS BEIDE 54044

NOTEI1: The list may be sorted, if desired, by clicking on the
header of the column by which you want the list sorted.

NOTE2: If you don’t find the desired location, a location record
will have to be added.

6 If desired, enter the Building, Floor and Room/Cube data, also on
the Address tab. This data is optional.

Continued on next page
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1.6 Adding a New Contact, Continued

Adding a new ServiceCenter contact (continued)

Step

Action

7

Enter the contact’s Phone number in the Work field on the
Contact Numbers tab so that he or she may be called if necessary.
Note that the label for this field is red, indicating that the field is
required.

Enter any other known information in any or all of the tabs shown
and when done, click on the Add button at the top of the screen to
add the new contact record.

As aresult, provided all required data has been correctly entered,
ServiceCenter:

e assigns a non-editable Contact Name in the form of
CONTACT999999 (where 999999 represents a number) to
identify the new contact

e auto-populates the Entered, Entered by, Updated and Updated
by fields on the Comments tab of the contact record

e adds the record to the contact file, and

e displays a pop-up message indicating that the contact record has
been added to the contact file.
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Section 2 Job Aid - Change Management Process

Overview

GeorgiaNet uses the Change Management Module to record and track
customer requests or issues/problems. Presently issues may be recorded and
tracked as a problem or a change.

If an issue/problem was reported to the Portal Contact Center (usually by a
constituent), it is recorded as a problem. If the issue/problem was reported by
an agency customer to GaNet Traffic, it is recorded as a maintenance/support
change request.

Eventually all issues will be recorded as problems, but until the processes can
be built up to accommodate this, issues/problems reported to Traffic will be
in change management and issues/problems reported to the Portal Contact
will be in problem management.

Changes are opened by:
= GaNet Traffic for maintenance/support requests,
= e-development managers who open some changes exclusively for
tracking on-going production support activities, and
= GaNet individuals who open changes from problems.

Those changes opened by e-development managers can be identified by the
change title. The change title should be — Agency Acronym — On-going &
Descriptive Title and the requested implementation date should be the last
day of the fiscal year. Changes opened by individuals resolving problems are
assigned to Traffic, for Traffic to obtain the customer’s approval prior to
work starting on the change.

Change Types: Changes are classified by change type. GaNet uses the
following change types: Maintenance/support, work order (under 80 hours),
consulting service, project, and enterprise content. An additional change type
data sales was created for GaNet and will be used when GaNet implements
the tracking of data sales in ServiceCenter.
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2.1 Opening a Change Request

Introduction Changes created from problems are opened by the individual resolving and
closing the problem. Those changes must be approved by the customer prior
to work starting on them. Except for change type “Enterprise Content”, when
a change is created from a problem, it is assigned to Traffic so that Traffic
will obtain customer approval before work on the change starts. In the case
of “Enterprise Content” the GaNet Creative Director approves all changes to
enterprise content. Changes requested or approved by the customer are
accomplished by going through the appropriate workflow for the change type.

This section gives the instructions for opening the change request.

Procedure The table below shows the steps GaNet must follow in order to create a new
change request and do the initial processing.

Step Action

1 Analyze the request to identify what type of request it is and determine
if the request has the appropriate approvals.
Maintenance/support service requests for existing web sites or
applications are for:

e Content changes,

e Graphic changes, or

e Production fixes.

Work orders service requests are for existing web sites or
applications:

e Minor program changes and new functionality to existing
applications where the effort is estimated to be less than 80
hours.

Requests for new web sites and new applications are project requests.
Requests are classified as a project type requests when the new
functionality to existing applications is over the threshold for a work
order (80 hours).

Consulting Service requests are requests to produce distinct
development life cycles deliverables that do not constitute a full
development project.

Project requests are requests new functionality to an existing
application if the work effort is greater than the 80 hour threshold set
for work orders, or for new web sites or new applications.

Continued on next page
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2.1 Opening a Change Request, Continued

Procedure (continued)

Step Action
2 From the ServiceCenter Home Menu, click on the
Change Management button.

3 E
HEE 2Ma) B

| B Lognt | Passnod__|
ServiceCenter 1

Senvies | Sugpar |

- Senics Management Standard Reports
2

Change

Management Problem Management

button

> | Inventary Menagement

1%
K =
Ew Change Management

-

| reaay [ovetiay [ menuuser.aperater [F]

iR Start| [ GroupWise -Malboy_| @l ServiceCente: - lsgol.. | [l ServiceCenter - [ BY Microscitword -new..| [§ N FD® IR 10:28aM

Result: The Change Management Menu is displayed.

3 From the Change Management Menu, click on the Open New
Change button.

ey 2o B
Bk |

Cateqon
APPLICATION
HARDWARE
KETWORK

= [iee [cncateoon o Fl

i#A Start| & GroupWise - Mailbox || ServiceCenter - [V... ' Working Folder - Us...| B Microsoft Word - ch..| NI BT PEYS 1012 AM

Continued on next page
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2.1 Opening a Change Request, Continued

Procedure (continued)

Step Action
4 Double-click on the SOFTWARE category.

Result: The Change Details tab of a blank change request form is
displayed (see below). Note that the Change ID field has been
assigned automatically by ServiceCenter. The Category field has
been auto-populated based on the category chosen, i.e.,

ServiceCenter - [Change Open Prompt]
G Gie Edt View Fomatl Opfions LitCofion: window Help 18] x|
o e LTSV
| o | Xeace | Hswe | @irng [33Fil |
|
Change ID: 238 Changs Gtatus: [ ¥
] /% r— ]
Ch / Change Detsits | System Info | Desoription | Backout Dessiiption | Approvals | History | Attachments |
Categony: SOFTWARE Soltware Name =
ID Please select sither an Assigrment Graup or Assignee, xl:; " —J
AssignmertGroup: [ ml g v
Assignes: o o
Fieq. Impl. Date: Name [
Customer. Date: |
Contract No. Required?: ) s © No
RFDPS No
Pioiy — 0 =
Change Type: . =
Il
Fielated Changes et e =
I
\ Ready i |uvel\ay ‘Em3r doas software.g [P]‘

{P-\TWord_DocshSOP-Standard Operating P
gneTzer

g Procedures =
[[@lServiceCenter -... B Microsoft wiord - Ch | |7 N

g start| B Groupwise - Maibos | Ly P Tword Docsis. ] 0 Paregme

5 Enter the fields of the Change Details tab as described in the table

below:
Field Name Action
Change Choose the Open status.
Status
(required)
Change Short descriptive name for request. Format -
Title Agency Acronym from the Account Manager
(required) | List, and short description of change.
Example: DCH — Graphic Change.

Continued on next page
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2.1 Opening a Change Request, Continued

Procedure (continued)

Step

Action

5
Contd

Continue to enter the fields of the Change Details tab as described

in the table below:

Field Name Action

Assignment | Enter the Assignment Group to be assigned

Group/ this change next in the workflow. GaNet

Assignee assignment groups are prefaced with “ganet”.

(required)
Then, click on the ellipsis button next to the
Assignee field and double-click on the name of
the person to be assigned this change in the
workflow. Assign to the group’s manager if
individual not known.

Req. Impl. | Requestor supplied date by which the request

Date needs to be completed. Field should not be

(required) |changed without negotiating new date with
requestor

Customer | The last name of the Account Manager.

(optional)

Contract N/A

No.

(optional)

RFDPS No. | Since GTA is not using RFDPS numbers at this

(optional) | time, this field will be used to record the
Agency Request for Technology Process
tracking number. This maps the ServiceCenter
change to the ART Process.

Priority “Critical, high, medium, or low”. The requestor

(required) |supplies priority. Production fixes have a
priority of “critical” and need to be addressed
as quickly as possible.

Change Maint/Support, Work Order, Consulting

Type Service, Project, or Enterprise Content. In the

(required) | future data sales will also be used.

Draft GeorgiaNet ServiceCenter Job Aid 09/18/02

Continued on next page

page 28 of 58



2.1 Opening a Change Request, Continued

Procedure (continued)

Step

Action

5
Contd

Continue to enter the fields of the Change Details tab as described
in the table below:

Field Name

Action

Acronym or
Software
Name
(required)

Search the application inventory database by
keying, in the acronym field, “WEB — Agency
Acronym” and then clicking the ellipsis
button. Then from the list returned, select the
correct application entry by double clicking on
it in the application list.

If nothing in the database matches the
application to be changed contact the GaNet
ServiceCenter Application Inventory
Coordinator. The GaNet ServiceCenter
Application Inventory Coordinator can assist
in locating the correct entry or can update the
asset inventory with the correct
application/software name.

Contact
Name

Key the last name or part of the last name of
the contact and click the ellipsis button. If the
contact is in the database, it will return a list of
possible matches or if there was only one
possible match, the database contact
information will be used to populate the
contact information fields. If the contact is in
the list, select the correct entry by double
clicking on it in the list.

If the contact is not in the list, click on the
back button. If nothing is returned or the
contact is not in the list that was returned, then
the contact should be added in the database.
See instructions for Adding New Contact.

Result: ServiceCenter auto-populates the
contact’s last name, the first name, and the
contact’s phone number (if available).
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2.1 Opening a Change Request, Continued

Procedure (continued)

Step

Action

6

Enter the information on the System Info tab, as follows:

@l Fie Edi Vien Fomat Options List Opfor: Window Help

e 2#al B

| vfor | oo | Ebseve | (alFnd |

| B

Change ID: 73

Change Status T bl

Change Tille: T

Change Details  SystemInfo | Description | Backout Deseription | History | Attachments |

Change Start DaterTime:
Change End Date/Time:

|
—

System Downtime Requied? O Yes O No

System / Companent Dovniine

System taIPL

Compor Cycle:

Start Date Time:

I

EndDate/Time:

Est Down Time: I

[ Feady

[insert [om doss software g ]

(g start| 3 Groupiwise - Mailbox

7 iciosott wod - testchapt..[[glif ServiceCentes - [Cha.

NY @DHESY s10p4

(non-editable)

Field Name Action

Change Start Enter the start date in the Change Start

Date/Time Date/Time field. Note that the format of

(required) the field is mm/dd/yy.

Change End Enter a Change End Date/Time that the

Date/Time customer requested as the

(required) implementation date. Again, the format
must be mm/dd/yy.

System Downtime | Not used

Required?

(optional)

System to IPL Not used

(optional)

Component to Not used

Cycle

(optional)

Est. Down Time | Not used
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2.1 Opening a Change Request, Continued

Procedure (continued)

Step

Action

7

On the Description tab: Since the scope of the change (required)
can be received electronically and/or non-electronically, capturing
scope information can occur in two ways.

If the scope of change information was received in electronic
format it should be saved on the attachment tab or the location of
the file recorded in the scope of change area on the description tab.

If the requestor reported the scope of the change in a non-
electronic format, the scope of change information should be
keyed into this field. Any hard copy documents received
regarding the request should be given to the e-developer assigned.
The Scope of Change field is required.

ServiceCenter - [Change Open Prompt]

Gl Fie Edt View Fomat Oplions Lot Unior: indow Hel mETET
e e LS SV

| ok | Xrood | Hsae | piFid B N
Change D 504 B St [ L=
Change Title: r

Change Detais | Systemnfo | Description | Backout Descripion | Histo | Atiachments |

Seape of Change:

Comments

| Ready ||r\sevt |c

i stan| CuPAIwod Doc..| B Grouwise .. il ServiceCenter <. 3 UPercainet... | llSavieeCeniar .|

If desired, attach a file with additional documentation, e.g., an
Excel spreadsheet or a Word document, to the Attachments tab of
the change request (see Attaching Files to Change Requests).

Click on the Save button or press the F4 key to save the record and
leave it displayed. (Another method is to click on the OK button
to save the record and return to the Change Management menu.)

Result: Provided all required data has been entered and validation
of data is successful, a message is displayed on the Status Bar
indicating that Change 999 Phase SOFTWARE has been opened
by username.
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2.2 Updating a Change Request

Overview GaNet staff will need to review the change requests assigned to them. After
reviewing the change request, the assignee either updates it with comments
and assigns it to the next assignee in the workflow or performs the work and
if completed, closes the change request.

Initial review NOTE: See Searching Change Requests for instructions on locating a
specific change request.

Step

Action

1

For each change request assigned to you, review the change and

perform the work to complete it.
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2.2 Updating a Change Request, Continued

Initial review (continued)

Step

Action

2 Update fields in the change request appropriately.

Field

Action

Assignment
Group

On the Change Details tab, change the

Assignment Group to the correct

assignment group:

e delete the existing Assignment Group

e enter the correct one in the
Assignment Group field by keying in
“ganet” and clicking on the ellipsis
button next to the field. When the list of
Assignment Groups is displayed,
double-click on the correct assignment

group.

Assignee

Assign the change to the next appropriate
assignee in the workflow

Comment Field

Log a short comment describing any
activity perform for this change. The
system will date, timestamp, and identify
author of the comment

Click on the Save button to save the
changes.

completed

If the change is

Close the change as described in the
section labeled Closing the Change
Request.

updated.

Result: If the change request was only saved, but not closed, you
will see a message on the Status Bar indicating that the change was
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2.3 Closing a Change Request

Closing the
change request

With the change request displayed (see example below), click on the Close

Close
button

ServiceCenter - [Change 2491 - Prompt] [CE=]
@l Fi= Edit View Foma Options ListOpiors Window Help T
HlEje| 2[Ma) Bl
| wFok | R | &drer | newdd | ESae | @ Coe | plFed [3yFil .

]

Changs ID Ex] Change Status P N Ll

Change Tille ERISH Fir |

Change Delals | Systemnfo | Descrpion | Backeut Deseriplion | Histary | Altachments. |

Calegory SOFTWARE Software Mame: PRISM BILLING

Acrangm PREILL

Please select either an &ssignmert Group or Assignee: o

e eIl i vventory 5 ;TF i
Aesfeiem Chatles [Skp] Crabies S

Req Inpl Dats: Torrz/a1 130202 Name: [z wt

Customer Date 07712701 130245

Contract No Requied? ® Yes C No ‘

RFDPS No

. SWCenmsath: TAYLOR013320 =
ity p-HiGH | [

Change Type FECMODIFICATION Vi

e L T o Conact2 PATELDZ2163
[oLFa [FeTEL
Related Changes :
Contact Hame [FORTERFIELDO07262
|JOYCE IPUHltHHtLD
10472630680

Ready

inset | cm3r doas. software.q [P]

fAstan| Boww | Dy grmion | glisevi.| Busn.| Foaol | glseni|[gliser | @FNG @IS EED 26pm

Result: ServiceCenter displays a close screen as shown below.

ServiceCenter - [Change 2292 - Close Prampt] M= 3
Gl Fi= Edi Wiew Fomat Options List (o Window Help mEET
el zlMlal B

|

| v 0K X Cancel () Find Fill

Change 1D 2292 Change Status: OPEN

Change Title: PRISM Patch

Clase Information |

Completion Code £, Hous Worked —

Comments:

\ Ready |inse|t ||:m3r close.aP] \

g start| B Groupwise - M...| il ServiceCenter .| ‘SyU:Peregiinet... | gillSevviceCenter-.| gllActive Notes [l SewviceCent | N

The table on the following page shows the steps necessary to close the change

request.
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2.3 Closing a Change Request, Continued

Closing the change request (continued)

Step Action

1 If necessary, change the default Completion Code from

1 — successful to 2 — successful w/ problems or to 3 — cancelled, if
appropriate. The Completion Code for a change request in which
the fix was not applied should be set to 3 — cancelled.

2 Enter Comments as appropriate, particularly if there were
problems with the implementation of the fix.

3 Click on the OK button.

Result: ServiceCenter changes the status of the change request to
Closed and updates the History tab of the change request with the
name of the person closing the change (Closed By), the Date

Closed, Completion Code, Est. Hours Worked (if entered), and

Comments.

ServiceCenter - [Change 2491 - Close Prompt]
B Fie Edt View Fomat Opiions L:(-ion: Window Help (8] x|
*e 2Ma] g
I Fil N

Change ID. EE] Change Status: [GPEN

Changs Tile: FRISH Fir

Close Information |

Completion Code: [ - successhd W] Est HousWorked

Commerts

|

[ Ready [inseit [em3rciase.q [F‘]‘
#Astant| B | Gwec| grmin. | @lsevi.| Dmsn.| Foaol.| @lseni|[glser. | @ENIE@IQ9SEED 25zrm
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2.4 Searching Change Requests

Introduction ServiceCenter allows you to query change request records. The blocks that
follow indicate how to access the search function, the fields that can be used

to narrow the search to view specific change requests, and the procedure for
searching change request records.

Accessing the To access the search function, from the Change Management menu (see
search function  below), click on the Search Change Requests button.

Servi nter - [dtumlin] [_[o]x]
Ol Fie Edit View Fomat Oploos LisiCplons Window Help T
HlEE 2MQl B
| |

ServiceCenter® B

Changes |

Open New Change. ? | | ToskQueue
got: Change Queue 8 Search Change Tasks
ol

Click on
this button.

= [t [reru g e Pl

i#A Start| 8 GroupWise - Mailbox || ServiceCenter - [d... | Working Folder - Us...| B Microsoft Word - ch..| NI PEYS 1011 AM

Result: A change search form with three tabs (the Field Search tab, the
History Search tab, and the Description Search tab) is displayed.

ServiceCenter - [Display which changes?]
@l Fie Edt View Fomat Opfons LitOpion: Window Help M|

lEe] 2Mlal B

| sk | Dsesch | @ oe| @iFmd | @ym |

Field Search \ History Seach | Desciption Search |

Search for Changes
Categary W] Change Reason |
Change Status: ¥] Change Type: |

—_— K ¥
Application Name: = bl
—_— = Py ¥
Acionym, =
Yersian/Release, Appraval Statys: [ |
App, Lead Analyst =] Completion Cade: [ .|
Application Mar.: =)
Agsignment Group: ¥
Assignee 5]
Contract No.:
RFDPS No.
[Ready [insent [emar searc halFl
254 P

start| Bewu | Bupc | pyMie | glsevi | Busn | Poool | gllseni [[@lse. @HANE @2 0 EED

Continued on next page
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2.4 Searching Change Requests, Continued

Change search
form, field
search tab

Draft GeorgiaNet ServiceCenter Job Aid 09/18/02

The Change Search Form Field Search tab (see below) includes the fields
below, any or all of which can be left blank. These fields are used to narrow

@l Fie Edi Vien Fomat Options List Opions Window Help MEE

SlEaE 2#al B

Ay Back | O Search | @& Oeer| (@l Find | B

Field Search | History Search | Deseiiption Search |

Search for Changes

Categay W] Chang Fieason ¥

Change Status ¥] Change Type: bl
¥
¥

Class:

Application Name: |
—_— = Py

Approval Status: [
=] Complefion Codk: [

L[|«

IC1ICIE

RFDPS No.

| Ready

‘ insent |cm3r searcha [F]

Field Description
Number The Change ID number assigned by ServiceCenter.
Category The category of change request, i.e., APPLICATION,

HARDWARE, NETWORK, Oor SOFTWARE.

Change Status

The status of the change, e.g., OPEN, IN-PROGRESS,
etc.

Application Name | The application, module, system software, or
COTS for which a change is requested.
Acronym The acronym of the application or module.
Version/Release The Fix ID of the SAMPLE fix.
App. Lead Analyst | The Lead Analyst for the application.
Application Mgr. The Application Manager of the application.
Assignment Group | The Assignment Group assigned the change.
Assignee The person assigned the change.
Contract No. The contract number the change is charged to.
RFPDS No. The RFDPS number the change is charged to.
Requested By The name of the person requesting the change.

Change Reason

The reason for the change, e.g., CHANGE SCOPE,
COST REDUCTION, LAW CHANGE, NEW REPORT, etc.

Change Type

The Change Type, e.g., PROJECT. MAINT/SUPPORT,
WORK ORDER, ENTERPRISE CONTENT,CONSULTING
SERVICE, etc.

Continued on next page
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2.4 Searching Change Requests, Continued

Change search form, field search tab (continued)

Field

Description

Class

The class of change, i.e., ENHANCEMENT,
MAINTENANCE, or NEW DEVELOPMENT.

Priority

The priority for the change, i.e., 1 — CRITICAL,
2 —HIGH, 3 — MEDIUM, or 4 — LOw.

Approval Status

The status of the approval, i.e., pending, approved,
or disapproved.

Completion Code

The Completion Code for the change, i.e.,
1 — successful, 2 — successful w/ problems, or
3 — cancelled.

Change search  The Search Form History Search tab (see below) has the following fields,
form, history any or all of which can be left blank.

search tab

- [Display which changes?]

[ o
SlmE ?Ma

Farmat  Opfions  List Optiors Window  Help == x|

|ty Back | D Seech | @ Oew| ) Fing

il

FieldSearch  Historp Search | Desciiption Search |

Fleq. Impl. Date

Opened By |
Date Opened:

Updtd By

Dae Updated

Closed By =
Closed Afler.

And Before

Cancelled By: |
Date Canceled)

[ Ready

[oveilay [em3r searcha ]

B Start| B Groupwise - Mailbox [ 337 Mictosctt word - Chapter 4. [[ gl ServiceCente: - [Disp. [N mo@REPYS 11008

Field Description
Req. Impl. Date | The requested implementation date.
Opened By The name of the person who opened the change request.
Date Opened The date the change request was opened.

Continued on next page
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2.4 Searching Change Requests, Continued

Change search form, history search tab (continued)

Field Description
Updated By The name of the person who updated the change request
last.
Date Updated The date the change request was updated last.
Closed By The name of the person who closed the change request.

Closed After The date after which the desired change request should
have been closed.

And Before The date before which the desired change request should
have been closed.

Cancelled By The name of the person who cancelled the change
request.

Date Cancelled | The date the change request was cancelled.

NOTE: The format of these date fields is mm/dd/yy hh:mm:ss. 1f a time is
not entered, the default is 00:00:00.

Change search  The Search Form Description Search tab (see below) displays a blank text

form, box where you can enter a plain text query regarding the Change
description Description/Specification. ServiceCenter adds the plain text to the search
search tab parameters.

o Eie :
HDe 2[Ma) Bl
| Back | _Dseach | @& x| _giFnd | (@R |

Feld Seach | Hisoy Sesch  Desciplon Seach |

aaaaaaaaaaaa iton / Specifiction.

[Reaty [incet [emdrseacho P |
M start]  GroupWise - Mailbox | il ServiceCenter - [Ch... | B Microso Word - ch.. ||l ServiceCenter - [ NG BFTPEYS 1125 AM

Continued on next page
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2.4 Searching Change Requests, Continued

Change search  To search change request records, follow the steps in the table below:

procedure

Step

Action

1

Enter any Field Search information you know on the Field
Search tab of the change search form. The more information
entered the narrower the search.

To fill in these fields, you can:

e type in the known information

e click on the ellipsis or Fill buttons, or press F9 to access a
QBE list, or

e click on the down arrow button to access a drop-down menu,
or press the down arrow key to toggle through selections from
the drop-down menu.

Click on the History Search tab to narrow the search further.
History search fields allow you to narrow the time frame for the
requested date of implementation of a change as well as when the
change request record was opened, updated, closed, or cancelled.
These fields are independent of each other and can remain blank.

To narrow the search further, click on the Description Search tab
and enter a plain text description of what you are searching for in
the field provided.

Click on the Search button or press F6.

Result: One of the following will occur:

IF ... THEN ...
there is only one record that | the matching record is
matches the search criteria displayed.
multiple records match the a QBE list is displayed, from
search parameters which you can double-click

on the desired record.

a message is returned stating | eliminate some of the search
No Records Found parameters to broaden the
search.
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2.5 Printing within Change Management

To print a QBE  After verifying that File/Printing Options on the Menu Bar is set to Client

list Printer, follow the steps listed below to print a QBE list of changes in Change
Management :
Step Action
1 With a QBE list displayed, select Options=>Print.
2 Choose one of the options listed below.
IF YOU WISH TO PRINT THEN SELECT ...
the QBE list itself Print List Only.
a copy of each of the records | Print All Records.
in the list
3 Click on the OK button to send the print command to your default
printer.
To print an With the individual change request record displayed:
individual e select Options=Print

change request

e choose the option Print Change record, and
record

e click on the OK button to send the print command to your default printer.

NOTE: Ifyou decide that you do not want to print after all, click on the X
button.
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2.6 Attaching Files to Change Requests

Attaching files  Files of up to 1 meg can be attached to change requests of all categories and
to the Attachment tab of Application Category change tasks. The
instructions in the table below describe how to add a file as an attachment.

Step Action
1 Click on the Attachments tab. Using the mouse, right click in the
Attachments text box.

Result: The following screen is displayed.

UAT - [Change 542 - Prompt] O[]

@l Fie Edt View Famat Opfions Lst (oo Window Hep =8| x|
3o e ed SV
| ok | oo | Hsae | & oo | @iFn Fil_ | N

Change ID: E3 Change Status JOPEN i)
Change Title: Remave CLOSED from T ask Status drop-down fst

Change Detalls | System|nfo | Diescription | Backout Deseription | History  Attachments |

[ Ready [insert [om doss software g ]
A Start] S Groupwise Mo, il SenviceDerter .|| @UAT - [Chan... | B Hiciosoftwrd .| B Mierasoitword .| | N <6 725 8 (9] 1223

2 From the pop-up list displayed, select “Insert ...”.
3 From the screen displayed (see below), select Create from File.

UAT - [Change 542 - Prompt] I [=] X3

ol Fle Edt View Famat Opfions Lst oo Window Hep INETEY|
3o e ed SV
| ok | oo | Hsae | & oo | @iFn Fil_ |

Change ID: E3 Change Status JOPEN i)
Change Title: Remave CLOSED from T ask Status drop-down fst

Change Detalls | System|nfo | Diescription | Backout Deseription | History  Attachments |

Insert Obiect (2]

. I\\ © CreoleNew
Select this e
option

en Show Campanent

I~

edia Clp
Micrasoit Cip Gallery
Micrasoit E quation 3.0

Insets a new Adobe Aciobal Document cbject | /0963t Document
i your cacument. 1t wil e displayed as an
eon.
Change foon._|
[ Ready [insert [om doss software g ]
A Start] S Groupwise .| i ServiceCent || GRUAT - [C.. B MicosaltW..| B Miswosolt. | Bpunitedbmn.| | N <6 725 8 (9] 12237

Continued on next page

Draft GeorgiaNet ServiceCenter Job Aid 09/18/02 page 42 of 58



2.6 Attaching Files to Change Requests, Continued

Attaching files (continued)

Step

Action

4

’

From the resulting screen (see below), select “Browse ...”" and
locate and insert the file you would like to attach to the change
request.

UAT - [Change 542 - Prompt] (o] x|
@l Fie Edi Vien Fomat Options List Opions Window Help |

e 2#a B
0k | Xonosl | b Seve | o Oose | plFind @F | B

Change ID: A Change Status: OFEN i)
Change Title: TRemave CLOSED from T ask Status diop-down st

Change Detalls | SystemInfo | Descripion | Backout Deseription | History  Attachments |

Insert Object

__J Insert file

name of

file to be
attached
here

 Create New

& Create from Fils

Ready insert cmdr.doas.software.g [F]

g stare| W Groupwise .| @llserviceCent [J@UAT -[C... B Microso .. B Mictosohw..] @ unitedibme.| [N 0@ B 123¢PM

Click on the OK button.

Click on the Save button or the OK button.

Result: The file is attached to the change request (or task) and
may be opened by double clicking on it.

@l Fie Edt View Fomat Options Lit0pione Window Help EETES)

SlEle 2Mal B

| vfok | Xoscel | Hhsae | @ | | |
|
Change ID: 563 Change Status: [oFEN b
Change Title: SUCCESS ALAS Screen Changes
iy
Change Detel: | Background | Specification | Testing | Stetus Updates | Tasks | Approvals | Histoy | Attachments DOlele—
Dy it D it
i G doc AgerSHRTY o — open file
Feady [insen [emar.doas. applicatna ]

Draft GeorgiaNet ServiceCenter Job Aid 09/18/02 page 43 of 58



Section 3 Job Aid — Reports

Overview Standard or Management Reports can be obtained by following these
instructions.

Step

Action

1

From the Home Screen, select the active icon for either Standard
Report or Management Report i.e. whichever report type you have
access to. The one that is not grayed out. If both are grayed out,
contact your supervisor, so that your supervisor can request access
for you from the ServiceCenter Administration Group.

When you are in the report area and can view the window that has
a listing of reports, go to File and then select log in to server. This
brings up a log-in prompt. Enter your Service Center ID and
Service Center password and click OK.

Select the report (s) that you want from the available reports list
and move them to the to be printed panel. The GaNet Traffic
Group uses the report, Changes by Assignment Group, to
prepare the weekly Traffic Reports.

If the report name has a “?” in front of it when you move it to the
“to be printed side”, then it needs parameters supplied in order to
run. Double click on the name on the report, and you will be
prompted to supply the needed parameters until all parameters
have been supplied.

For the Report Changes by Assignment Group, the first prompt is
assignment group input “ganet”. Second prompt is for status input
either “open”, “closed”, or “on-hold”. If closed is selected, then
you will be prompted for the start and end date of the period to

pull the closed changes.

Click the printer button to generate the report(s).

When the report appears, click on the printer button again to
actually print the report.
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Section 4 Job Aid - Inventory Management

Maintaining GaNet maintains its application assets in ServiceCenter using the application

Inventory asset type. Authority to add or update inventory is very restricted. Contact
the GaNet ServiceCenter Application Inventory Coordinator if you require
changes to inventory.
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Section 5 Job Aid — ServiceCenter Admin Functions

5.1 Requesting ServiceCenter Access

Overview Supervisors should follow these instructions to request access to
ServiceCenter or update access for their employees.

Step Action

1 Complete the ServiceCenter Access form and follow the
instructions on the form to request access.
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5.2 Changing the Assignment Group Definitions

Overview Assignment Groups are established to group individuals. Currently, GaNet
has assignment groups: ganet/traffic, ganet/e-dev, ganet/qm, ganet/creative,
and portal tier 2. New assignment groups may need to be established or
changes may need to be made to the assignment group definition. A common
change to the assignment group is changing the default assignee or changing

the alerts.
Step Action
1 Follow the Assignment Group Instructions in the appendix using

the assignment group form provided by the ServiceCenter
Administration Group.

The Assignment Group Form is an Excel document. Contact the
ServiceCenter Administration Group for the latest copy of the
form.
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5.3 Changing Your ServiceCenter Password

Step

Action

1

From the ServiceCenter Home Menu click on the Support tab.
Then click on the Administration button. You will be prompted
for your old password, your new password and to confirm your
new password. If you have problems with your password contact
GTA Desktop Support 404-657-4646
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Appendix
A. Service Center Access Request Form in Outlook

B. Assignment Group Form Instructions

C. Contact List

D. Glossary
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B. ServiceCenter Assignment Group Request Instructions

I. Instructions for completing the Assignment Group Form Form located at
gta_sv02\GaNet Division\ServiceCenter \Service Center Access Forms\AssignGroupForm.

Section A — This section should be completed by departments who will use
Assignment Groups for the purpose of assigning production records,
such as Change Management records, for operators to work on.
Operators are not notified when records are assigned to them.

Section B - This section should be completed by departments who require Alerts and
Notifications to be sent when production records such as Problem tickets
or Service calls, are assigned to operators.

The following information should be completed for each section, unless stated

otherwise.

1. Type a name for the assignment group, on the line beside the field Assignment
Group Name.

2. Type the name of the operators below the assignment group name (Section A
only). Attach a ServiceCenter Request Form for each operator who currently does
not have a ServiceCenter operator Id.

3. Alert Levels and Notifications (Section B only)
(3a) Default Assignee (This is the person to whom all problems are assigned, unless otherwise
specified).
(3b) Select if the Default assignee should be notified by pager, email or both.
(3c) Select the time intervals the Alerts are sent, and at what level (Extreme, High,
Moderate, and Low).
(3d) Select if the individual and the Group members should be notified by email,
pager or both.
(3e) What operators will be notified at Alert1, Alert2, Alert3, and Deadline Alert
(usually the Manager).

4. Type the name of the manager of the group, the Department Manager's name,
and the date the Assignment Group is requested in the designated field.



Following the completion of this form, e-mail the form to the Department
Manager. The Department Manager will then e-mail the form to Todd Baker
(tbaker), thereby indicating approval of your request.

Field Definitions

Assignment Group - The Assignment Group name that the Alerts & Notification is being created
for.

Operators — Operators who are going to be members of the Assignment Group.

Severity (Low, Moderate, High, Extreme) - The level of importance.

Default Assignee - This is the person to whom all problems are assigned unless otherwise specified.
Assignee Email - Selected if the default assignee should be notified by email.
Assignee Pager - Selected if the default assignee should be notified by pager.

Alert Intervals (Alert 1, Alert 2, Alert 3, DEADLINE): Format DDD HH:MM:SS
- Time intervals when e-mails or pages will be sent.
(ex: DEADLINE 14 00:00:00 = 14 days, Alert1 01:00:00 =1 Hour)

Alerts Email - Selected if the Default Individuals and/or the Default Groups should be notified
by email.

Alerts Pager - Selected if the Default Individuals and/or the Default Groups should be notified by
pager.
Default Individuals (Alert 1 Notify, Alert 2 Notify, Alert 3 Notify, DEADLINE Notify)

— Names of operators who will receive e-mails or pages at the Alert Interval time that corresponds to
their Default Individual Alert Notify position.

Default Groups (Alert 1 Notify, Alert 2 Notify, Alert 3 Notify, DEADLINE Notify)
— Assignment groups, whose operators will receive e-mails or pages at the Alert Interval time
that corresponds to the Default Group Alert Notify position.

Assignment Group Manager — The person, either a manager or a team leader, who is responsible for managing the
members of the Assignment Group.

Department Manager — The department manager.

Date requested - The date the form is filled out.
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II1. Calculation of Alerts & Notification times

As of 5/1/01, Alerts & Notifications are calculates as follows:
The daily clock for alerts and notifications is 8 AM — 5 PM, Monday through Friday. Alerts
are not computed over the weekend. Each day has a total of 9 hours, therefore, 1 day =9

hours, 2 days = 18 hours, 3 days = 27 hours, etc....

1.

When the Assignment Group and Severity are selected, the alert time intervals
appear on the History tab.

ServiceCenter - [Examining Problem Number PM057445]

- Fil= Edit “iew Format Options: st Option: Window  Help == x|
BB ?TMA 9D
| v 0k | Xcancel | B save | “Dundo | B Fesabe| @lFind | @3RI | @ Clocks | -
| =
Problen |0 |F'MEIS?445 Ticket Statusg ¥
Froblem Title: IS eszion - Hunglocked
|
Problem D etailz |.~'-‘u:tions:'F|esnIution Contact/fzzet | Syztem Software Specific |Attachments Higtary
| ” Buy: ” Al “ Dept: |
| Opened: |_Howard D. Fraser | 02/22/02 10:49:49 | gtasirzsys tools |
| Last Updated: || Howard D. Frazer ” 02722702 10:49:49 ” gtafir/zys tools |
| Clozed: ” ” ” |
| Re-0pened: ” ” ” |
Thig iz Page # 1 0f 1
Thiz problem has been reaszzigned 0 timez.
Time |ndividual GEroup County:
Alert 1: ID'I:DD:DD I.JDhn Crowthers | I Azzignee Email
Alert 2 |EI‘|:EIEI:DD |.Jnhn Crowthers | ¥ Assignes Pager
Alert 3 |EI‘| :00:00 |Eath_l,l Leake | [ Alerts Email
DEADLINE:|04:00:00 [Cathy Leake | [ Alerts Pager |

Problem PMO57445 haz been opened by Howard D, Frazer. | ingert | problem. system software.update. g [SF]
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2. The system will take these intervals and compute the first alert and populate the Next Alert
field, on the Problem Details tab. When the problem ticket is originally open, it will also
calculate the Deadline time. Since the Deadline time is always the Open date/time plus
the Deadline interval, the Deadline time is not recomputed unless the Assignment Group
and/or Severity is changed. Anytime the ticket is updated the system recalculates the first

alert.
ServiceCenter - [Examining Problem Humber PM0D57445] M= E
- Fil=  Edit “iew Format Options  List Opton:  Window  Help - 8] x|
EEBER ?TMAlD
| v 0k | Xcancel | B Save | “Oundo | EBP Fesove| @l Find | Fill | @ Clocks | -
| [
Problem [D: |F'MI35?445 Ticket Status: |Elpen ¥
Problerm Title: '[Sessinn - Hunalocked
|
Problerm Details | Actions/Reszolution | Contactifizzet | Svstem Software Specific | Attachments | Hiztory |
Categony: |s_l,lstem zoftware Szzignment Group; '[technical tools (3|
SubCategon: |5EF|VII:E CEMTER Azzignes: '[J ohin Crowthers il
Hext Alert: |I32f22fE|2 11:45:49 Owiner: |Hnward [. Fraser
Alert Status; |Dpen Application Mame; '[SEFNIEE CEMTER |
Priority: - MECIUIR ¥  Aconm 1 |
Severity: L0 Flatform: |
Problem Type: | ¥ Scheduled Start: |
Hat Ticket? u Scheduled End: [
Froblemn Details: Cause Code:  |COS2 =] |SESSION - HUNG ALOCKED
Session - Hunglocked -
== Pazt Updates ==
I -
Problem PMO57445 haz been opened by Howard D. Frazer, | inaert | problem. system software. update. g [SP]
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Reminder
Days are calculated between the hours 8:00 AM - 5:00 PM. There are 9 hours per day.
Therefore:
9 Hours = The next day, at the same time.

18 Hours = Two days later, at the same time.

27 Hours = Three days later, at the same time.

36 Hours = Four days later, at the same time.

45 Hours = One week later, at the same time.
180 Hours = Four weeks later, at the same time.
For the ticket that was opened in this diagrams above, the alerts will compute as below:

Correct configuration

Time opened: 10:49 AM
Alert 1 interval: 1 hour 11:49 AM
Alert 2 interval: 1 hours 12:49 PM
Alert 3 interval: 1 hours 01:49 PM
Deadline Alert: 4 hours 02:49 PM (Remember, each alert time is

computed from the previous interval’s alert time, but the
Deadline alert time is computed from the Open time field.)
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C. Contact List

Title Individual Contact Information
GTA Desktop Support 404-657-4646
GaNet ServiceCenter Geneva White gwhite(@gta.ga.gov
Application Inventory

Coordinator

ServiceCenter Administration Todd Baker 404-463-6038
Group Manager

ServiceCenter Administration Howard Baker 404-463-8126
Group receives forms and hfraser(@gta.ga.gov
changes, does training

ServiceCenter Administration Steve Collins 404-463-8131
Technical Support stcollin@gta.ga.gov
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D. Glossary
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	Overview




	As you become aware of problems, you will be creating problem tickets in ServiceCenter in order to log and track those problems.  In the event a problem occurs that you are able to resolve either immediately or while on the phone with the constituent/cus
	1.1 Logging in to ServiceCenter
	
	
	How to log in to ServiceCenter




	When you double-click on the ServiceCenter Production 3.0 icon, you will be presented with a screen prompting you to enter your user name and password. The Name and Password fields are case sensitive and must be entered in lower case.  Follow the steps l
	Step
	Action
	1
	Type your LAN ID in lower case in the Name field.
	2
	Type your password in lower case in the Password field.
	NOTE:  If you are logging in to ServiceCenter for the first time, your password will be the password provided to you by the ServiceCenter System Administrator via email.  After logging in the first time, you will be prompted by ServiceCenter to change yo
	Continued on next page
	1.1 Logging in to ServiceCenter, Continued
	How to log in to ServiceCenter (continued)
	Step
	Action
	3
	Click on the green check mark button or press Enter.
	Result:  The ServiceCenter Home Menu is displayed.
	1.2 Opening a Problem Ticket
	
	
	Opening a problem ticket




	Sometimes, you will be confronted with problems that cannot be solved right away.  In these cases, you will need to open a problem ticket and assign it to the group that is responsible for fixing the problem. You will need to enter the first & second scr
	Step
	Action
	1
	From the ServiceCenter Home Menu, select Problem Management Icon. When the Problem Management Menu is displayed, select Open New Problem.
	�
	Result: the following screen will display.
	�
	Enter the mandatory fields (red labels) and any other optional information that pertains to the problem (see next page).
	Continued on next page
	1.2 Opening a Problem Ticket , Continued
	Opening a problem ticket (continued)
	Step
	Action
	2
	Enter the following information as indicated in the table below. The required fields must be entered and the default information is listed below.
	Field Name
	Required/
	Optional
	Entry/Action
	Category
	Required
	Select "Application" from drop down list
	Status
	Required
	Accept default "Open". The system will default a new problem ticket to the status of Open.
	Hot Ticket?
	Do not use this field
	Clicking here will send an email every 15 minutes to management.
	Experienced By
	Required
	For Portal problems - Enter "Portal" and click ellipsis and the information will be auto-filled. At this time, a list of inventory records will be displayed.  Select the correct inventory record from the list displayed for the problem based on the descri
	Enter the experienced by information for non-Portal problems.
	Reported By
	Optional
	Tab past this field and the system will populate with the Experienced By information.
	Asset Type
	Required
	Select “Application” from drop down list.
	Asset Id
	Required
	If this data did not auto-populate or the displayed list when the experienced by was entered did not contain the inventory record, then go to the tab to the Application Name Field.
	Application Name
	Optional but
	Required for Portal application
	If this field did not auto-populate, clear the field; then click the ellipsis button to search and select the application (double click) with the problem. For General Portal problems the application name is "GTA Enterprise Portal".
	Continued on next page
	1.2 Opening a Problem Ticket , Continued
	Opening a problem ticket (continued)
	Step
	Action
	2
	Continue entering the following information as indicated in the table below.
	Field Name
	Required/
	Optional
	Entry/Action
	Priority
	Required
	Defaults to Medium. Override default if required. Check Severity code for specifics.
	Priority/Severity Codes:
	Priority Critical would be Extreme.
	Priority High would be High.
	Priority Medium would be Moderate.
	Priority Low would be Low.
	Refer to Severity on page 12 for definitions.
	Cause Code
	Required
	- Click on the ellipsis and select from one of the following Cause Codes. Some possible  codes for the Portal application are:
	C014 Page Content
	C030 Invalid URL
	C036 Adhoc Requests
	C060 Printing- unable to print/Incorrect print
	C065 Slow Response
	C080 Password/Id Problem
	C091 Security
	C092 Session - Hung/locked
	C108 Database Error
	C115 Online-Abend
	C122 Other;  (enter more information to
	explain the problem)
	- Highlight the Cause Code and Double Click on it, then the system will auto populate the Cause Code Description and Problem Details.
	Problem Details
	Required
	This field is auto-filled when selecting the Cause Code with the Cause Code description.  Collect and record sufficient information from the constituent so that Tier 2 can recreate the problem.  Include a description of the problem, the URL where the pro
	Continued on next page
	1.2 Opening a Problem Ticket , Continued
	Opening a problem ticket (continued)
	Step
	Action
	3
	Click on the “New” button and the following scree
	If this screen appears, all of the related problems will be displayed. View by selecting any related problem from the list, and double clicking on it, to determine if your new problem is a duplicate problem.
	If you determine that this new problem is a duplicate, cancel out of the problem ticket you are viewing, and write down the matching Problem Ticket number.  Use the ticket number to update the new matching ticket with additional problem information, if r
	If this problem is not a duplicate, Click the “Ne
	�
	Continued on next page
	1.2 Opening a Problem Ticket, Continued
	Opening a problem ticket (continued)
	Step
	Action
	Result: The Application Category Specific Problem screen will appear as displayed below:
	�
	Enter the mandatory fields (red labels) and any other optional information that pertains to the problem (see next page).
	Continued on next page
	1.2 Opening a Problem Ticket, Continued
	Opening a problem ticket (continued)
	Step
	Action
	4
	Enter the mandatory fields for the Category Specific Problem screen.
	Field Name
	Required/
	Optional
	Entry/Action
	Problem Title
	Required
	This field is auto-filled from Cause Code Description. The Problem Title should be a short description of the problem. Ensure that the Problem Title is descriptive enough to differentiate this problem from previously logged problems.
	Problem Type
	Required
	Enter "Portal" for portal problems or select the appropriate type for other problems.
	Assignment Group
	Required
	For Portal problems:Key "portal tier 2" and click the ellipsis button.  Remember ServiceCenter is case sensitive.
	For other problems: Click the ellipsis button and select the correct assignment group.
	Severity
	Required
	A screen will be displayed for selection of the Severity. Highlight a Severity, and double click on it.  Select appropriate severity for the problem.
	For Portal Problems:
	"Severity Extreme” indicates that the entire Port
	"Severity High" indicates that one or more of the Portal Services is unavailable, that there are data base problems or data base inaccuracies or that there are broken or missing links.
	"Severity Moderate" indicates that web content has a cosmetic error, that content information may be inaccurate or not current.
	“Severity Low” indicates that the issue is a comp
	Continued on next page
	1.2 Opening a Problem Ticket, Continued
	Opening a problem ticket (continued)
	Step
	Action
	4
	Continue entering the mandatory fields for the Category Specific Problem screen.
	Field Name
	Required/
	Optional
	Entry/Action
	Assignee
	Required
	A default assignee will be auto populated in this field.  Only override the default, if you have been given instructions to do so.   To override the default, click on the ellipsis button to select a different Assignee, highlight the assignee, and double
	Application
	Name
	Required
	Auto-populated from first problem screen
	Acronym
	Required
	Auto-populated from first problem screen
	Scheduled Start Date
	Optional
	Tab past - this field is used for entering the date when starting to work on the problem.
	Scheduled End Date
	Optional
	Tab past - this field is used for entering the date when the problem has been completed
	Problem Details
	Required
	This field was populated from the first problem screen. If the Problem Details does not explain the complete problem, please collect and record sufficient information from the constituent so that Tier 2 can recreate the problem.  Include a description of
	Continued on next page
	1.2 Opening a Problem Ticket, Continued
	Opening a problem ticket (continued)
	Step
	Action
	5
	Enter any optional information on any of the tabs of the Application Category Specific Problem screen.
	Tabs
	Entry/Action
	Application Specific tab
	Application specific tab has a group of optional fields that can be entered if you think this information is important to the problem. All of these fields are optional.
	�
	Attachments tab
	Attachments tab – here is where any attachments c
	�
	Right Click in the attachment area, a pop-up window will be displayed.  Select Insert File.  Retrieve the file from your library and Double Click on it.
	Result:
	An Icon with the file name will now be displayed on the Attachments tab. Click on this icon to display the information.
	Continued on next page
	1.2 Opening a Problem Ticket, Continued
	Opening a problem ticket (continued)
	Step
	Action
	6
	Click on the Save button at the top of the screen to create a Problem Ticket.
	Result:  ServiceCenter validates that all required data has been entered and that the format of all data is correct.  Then, if errors are detected, the record is not created, but an error message is displayed on the bottom of the screen on the Status Bar
	If the record is free of errors:
	the record is saved as an open problem ticket
	a message stating PM999999 has been opened by Owner Name (user id of person opening the problem ticket) is displayed on the Status Bar
	the original description of the problem in the Problem Details field on the Problem Details tab is grayed out and any additional actions or resolutions will be shown following a line stating ***Past Updates***
	On the Problem Details tab, the Next Alert and Alert Status fields are filled in.
	the Actions/Resolution tab is opened up to allow for additional text
	the History tab
	is filled out with information about the name and department of the person opening the problem ticket as well as the date and time the ticket was opened, and
	shows alert information based on the assignment group chosen and the severity of the problem, and
	an email notification is sent to the Assignee to inform him/her of the assignment of a problem ticket.
	Result:
	�
	1.3 Searching for Problem Tickets

	Searching for problem tickets
	1. By Problem Queue
	2. By Problem Management Ticket
	Step
	Action
	1
	Search – By Problem Queue
	On the ServiceCenter Home Screen, Click on Problem Management
	Click on Problem Queue and the following screen will appear:
	�
	The system will display problem tickets by a preset inbox.  Click on Switch Inbox and the following window will pop up. Click on the arrow and make a selection. Then, Click on the checkmark and your inbox will be switched to display the appropriate infor
	�
	Switch inbox to one of the following:
	List by hot tickets
	Open problems that I opened
	Open problems my department
	Problems assigned to me
	Problems assigned to my assignment group (Portal Tier 2)
	Continued on next page
	1.3 Searching for Problem Tickets, Continued
	Searching for Problem Tickets (continued)
	Step
	Action
	2
	Search PM Tickets
	Click on Problem Management on the Home screen.
	Click on Search PM Tickets and the following screen will appear:
	�
	Enter the identifying field information that you want the search list to return.
	If you know the Problem Number that is the fastest search.  Assignment Group, Assignee and Open Dept are all good search fields.
	Continued on next page
	1.3 Searching for Problem Tickets, Continued
	Searching for Problem Tickets (continued)
	Step
	Action
	3
	Once you have located the problem ticket using the Problem Management Queue or Problem Management Search functionality, then update what is needed.
	Tab/Field Name
	Required/
	Optional
	Entry/Action
	Problem Details tab –
	Assignment Group and
	Assignee field
	Required
	Change Assignment Group and Assignee if the assignee or assignment group is not the correct one to work on this problem. Also, change severity if required. This does not resolve the problem but it will forward the problem to someone else to work on it.
	Actions Resolution tab- Actual
	Start Time
	Optional
	Enter the Start Date and Time.
	Actions Resolution tab-
	Corrective Actions box
	Optional
	Record the action performed to correct the problem.
	Attachment tab
	Optional
	Attach any related files and emails.
	4
	Click on Save to save the changes made to the Problem ticket.
	The system will populate the information entered in the Corrective Actions box to the Problem Details box with date and user-id of the user updating this problem ticket.
	If the problem has been resolved, see the section on Resolving a Problem Ticket.
	1.4 Resolving and Closing a Problem Ticket

	Resolving and Closing a Problem Ticket
	Note: Search and Reassign the problem to the correct assignee, if the current assignee can not resolve.
	Step
	Action
	1
	Click on the Resolve button.
	�
	Result:
	The following screen will appear.
	�
	Continued on next page
	1.4 Resolving and Closing a Problem Ticket, Continued
	Resolving and Closing a Problem Ticket (continued)
	Step
	Action
	2
	Continue entering the mandatory fields for the Category Specific Problem screen.
	Field Name
	Required/
	Optional
	Entry/Action
	Actual Resolve Time
	Optional
	Enter Date and Time resolved.  Click the fill button to automatically enter the current date and time. (MM/DD/YY format)
	Resolution Code
	Required
	Record Resolution Codes by selecting from the drop down list. Here is a selected list of resolution codes to be used for the Portal application:
	R040 for no problem found
	R128 Browser Issues
	R131 Work-around developed
	R132 Page Content Corrected
	R147 Application Changes made as required
	R149 Data changes made as required
	R150 Hardware changes made as req.
	R154 System software change made as required
	R157 Other (enter more information to
	explain the resolution)
	R163 Vendor modification
	Solution
	Required
	Solution field will be auto-filled by text for selected resolution code.  Add additional information as needed to the solution field.
	Candidate for Knowledge Data Base
	Optional
	Click a check mark in this field only if this resolution should go in the knowledge data base. This field is rarely used!
	Permanent Fix or Temporary Fix
	Required
	Defaulted to Permanent Fix; change if necessary.
	Was a restore run?
	Required
	Defaulted to NO; change if necessary.
	Should we issue a credit?
	Required
	Defaulted to NO; change if necessary.
	Continued on next page
	1.4 Resolving and Closing a Problem Ticket, Continued
	Resolving and Closing a Problem Ticket (continued)
	Step
	Action
	3
	Click on the Save button and the resolution infor
	�
	4
	Click on the Close button and the problem ticket 
	1.5 Open a Change from a Problem

	If a change to an application or content needs to be accomplished to fully resolve a problem, a change record can be opened for the required change work and then the problem resolved and closed.  The change can be opened from the problem.  Opening the ch
	Step
	Action
	1
	From the problem screen, Click on Options in the menu bar, then open related CM change.  This will take you to the change module.
	2
	Follow the instructions for Opening a Change Request.  Be sure to check and override, if necessary, the fields that ServiceCenter auto-populated from the problem.  Create the fields following the field requirements for a GaNet Change.  (Specifically, th
	3
	Save the Change.  Click on the OK button and Service Center will take you back to the problem.
	4
	Follow the instructions for Resolving and Closing
	1.6 Adding a New Contact
	
	
	Adding a new ServiceCenter contact




	If the person experiencing or reporting a problem
	Step
	Action
	1
	From the ServiceCenter Home Menu, click on the Support tab. Click on the Contacts button on the Support tab.
	Result:  A blank contact record is displayed.
	2
	Enter the last name of the new ServiceCenter contact in the Last Name field.  Enter the first name in the First Name field. Both fields are required as indicated by the red field name label.
	Continued on next page
	1.6 Adding a New Contact , Continued
	Adding a new ServiceCenter contact (continued)
	Step
	Action
	3
	Note that the labels for the Agency Number and Agency Name fields are red, indicating that these fields are required.  These two fields work in conjunction with one another.  Enter either the Agency Number or the Agency Name field as follows:
	IF …
	THEN …
	the agency number is known
	enter its first few digits in the Agency Number field, and
	Click on the ellipsis button next to the field.
	the agency name is known
	enter its first few characters in the Agency Name field, and
	Click on the ellipsis button next to the field.
	both the agency number and name are known
	use either of the methods described above.
	Result:  ServiceCenter either auto-populates the Agency Number and Agency Name fields (if there is a single agency record matching the data that was entered) or displays a list of agencies, from which you need to double-click on the correct listing in 
	to fill the fields.
	NOTE: If the agency’s name does not appear to be 
	Continued on next page
	1.6 Adding a New Contact, Continued
	Adding a new ServiceCenter contact (continued)
	Step
	Action
	4
	Enter the first name of the contact in the First Name field.  Note that the label for this field is red, indicating that the field is required.
	5
	On the Address tab, note that the label for the Location Code field is red, indicating that the field is required.  Enter the first few characters of the address, city, county, or zip code in the Address, City, County or Zip fields respectively and click
	Result:  ServiceCenter either fills in the Location Code and the grayed out data in the Current Address fields (if there is only one location matching the data entered) or displays a list of addresses, from which you must double-click in order to selec
	NOTE1:  The list may be sorted, if desired, by clicking on the header of the column by which you want the list sorted.
	NOTE2:  If you don’t find the desired location, a
	6
	If desired, enter the Building, Floor and Room/Cube data, also on the Address tab.  This data is optional.
	Continued on next page
	1.6 Adding a New Contact, Continued
	Adding a new ServiceCenter contact (continued)
	Step
	Action
	7
	Enter the contact’s Phone number in the Work fiel
	8
	Enter any other known information in any or all of the tabs shown and when done, click on the Add button at the top of the screen to add the new contact record.
	As a result, provided all required data has been correctly entered, ServiceCenter:
	assigns a non-editable Contact Name in the form of CONTACT999999 (where 999999 represents a number) to identify the new contact
	auto-populates the Entered, Entered by, Updated and Updated by fields on the Comments tab of the contact record
	adds the record to the contact file, and
	displays a pop-up message indicating that the contact record has been added to the contact file.
	Section 2 Job Aid - Change Management Process
	
	
	
	Overview




	GeorgiaNet uses the Change Management Module to record and track customer requests or issues/problems.  Presently issues may be recorded and tracked as a problem or a change.
	If an issue/problem was reported to the Portal Contact Center (usually by a constituent), it is recorded as a problem.  If the issue/problem was reported by an agency customer to GaNet Traffic, it is recorded as a maintenance/support change request.
	Eventually all issues will be recorded as problems, but until the processes can be built up to accommodate this, issues/problems reported to Traffic will be in change management and issues/problems reported to the Portal Contact will be in problem manage
	Changes are opened by:
	GaNet Traffic for maintenance/support requests,
	e-development managers who open some changes exclusively for tracking on-going production support activities, and
	GaNet individuals who open changes from problems.
	Those changes opened by e-development managers ca
	Change Types: Changes are classified by change type.  GaNet uses the following change types: Maintenance/support, work order (under 80 hours), consulting service, project, and enterprise content.  An additional change type data sales was created for Ga
	2.1 Opening a Change Request
	
	
	Introduction




	Changes created from problems are opened by the i
	This section gives the instructions for opening the change request.
	
	
	
	Procedure




	The table below shows the steps GaNet must follow in order to create a new change request and do the initial processing.
	Step
	Action
	1
	Analyze the request to identify what type of request it is and determine if the request has the appropriate approvals.
	Maintenance/support service requests for existing web sites or applications are for:
	Content changes,
	Graphic changes, or
	Production fixes.
	Work orders service requests are for existing web sites or applications:
	Minor program changes and new functionality to existing applications where the effort is estimated to be less than 80 hours.
	Requests for new web sites and new applications are project requests.  Requests are classified as a project type requests when the new functionality to existing applications is over the threshold for a work order (80 hours).
	Consulting Service requests are requests to produce distinct development life cycles deliverables that do not constitute a full development project.
	Project requests are requests new functionality to an existing application if the work effort is greater than the 80 hour threshold set for work orders, or for new web sites or new applications.
	Continued on next page
	2.1 Opening a Change Request, Continued
	Procedure (continued)
	Step
	Action
	2
	From the ServiceCenter Home Menu, click on the
	Change Management button.
	Result:  The Change Management Menu is displayed.
	3
	From the Change Management Menu, click on the Open New Change button.
	Result:  A category selection list is displayed.
	Continued on next page
	2.1 Opening a Change Request, Continued
	Procedure (continued)
	Step
	Action
	4
	Double-click on the SOFTWARE category.
	Result:  The Change Details tab of a blank change request form is displayed (see below).   Note that the Change ID field has been assigned automatically by ServiceCenter.  The Category field has been auto-populated based on the category chosen, i.e., S
	5
	Enter the fields of the Change Details tab as described in the table below:
	Field Name
	Action
	Change Status
	(required)
	Choose the Open status.
	Change Title
	(required)
	Short descriptive name for request.  Format - Age
	Continued on next page
	2.1 Opening a Change Request, Continued
	Procedure (continued)
	Step
	Action
	5
	Contd
	Continue to enter the fields of the Change Details tab as described in the table below:
	Field Name
	Action
	Assignment Group/
	Assignee
	(required)
	Enter the Assignment Group to be assigned this ch
	Then, click on the ellipsis button next to the As
	Req. Impl. Date
	(required)
	Requestor supplied date by which the request needs to be completed.  Field should not be changed without negotiating new date with requestor
	Customer
	(optional)
	The last name of the Account Manager.
	Contract No.
	(optional)
	N/A
	RFDPS No.
	(optional)
	Since GTA is not using RFDPS numbers at this time, this field will be used to record the Agency Request for Technology Process tracking number.  This maps the ServiceCenter change to the ART Process.
	Priority
	(required)
	“Critical, high, medium, or low”.  The requestor 
	Change Type
	(required)
	Maint/Support, Work Order, Consulting Service, Project, or Enterprise Content.  In the future data sales will also be used.
	Continued on next page
	2.1 Opening a Change Request, Continued
	Procedure (continued)
	Step
	Action
	5
	Contd
	Continue to enter the fields of the Change Details tab as described in the table below:
	Field Name
	Action
	Acronym or Software Name
	(required)
	Search the application inventory database by keyi
	If nothing in the database matches the application to be changed contact the GaNet ServiceCenter Application Inventory Coordinator.  The GaNet ServiceCenter Application Inventory Coordinator can assist in locating the correct entry or can update the asse
	Contact Name
	Key the last name or part of the last name of the contact and click the ellipsis button.  If the contact is in the database, it will return a list of possible matches or if there was only one possible match, the database contact information will be used
	If the contact is not in the list, click on the back button.  If nothing is returned or the contact is not in the list that was returned, then the contact should be added in the database. See instructions for Adding New Contact.
	Result: ServiceCenter auto-populates the contact’
	Continued on next page
	2.1 Opening a Change Request, Continued
	Procedure (continued)
	Step
	Action
	6
	Enter the information on the System Info tab, as follows:
	Field Name
	Action
	Change Start Date/Time
	(required)
	Enter the start date in the Change Start Date/Time field. Note that the format of the field is mm/dd/yy.
	Change End Date/Time
	(required)
	Enter a Change End Date/Time that the customer requested as the implementation date.  Again, the format must be mm/dd/yy.
	System Downtime Required?
	(optional)
	Not used
	System to IPL
	(optional)
	Not used
	Component to Cycle
	(optional)
	Not used
	Est. Down Time
	(non-editable)
	Not used
	Continued on next page
	2.1 Opening a Change Request, Continued
	Procedure (continued)
	Step
	Action
	7
	On the Description tab:  Since the scope of the change (required) can be received electronically and/or non-electronically, capturing scope information can occur in two ways.
	If the scope of change information was received in electronic format it should be saved on the attachment tab or the location of the file recorded in the scope of change area on the description tab.
	If the requestor reported the scope of the change in a non-electronic format, the scope of change information should be keyed into this field.   Any hard copy documents received regarding the request should be given to the e-developer assigned.
	The Scope of Change field is required.
	8
	If desired, attach a file with additional documentation, e.g., an Excel spreadsheet or a Word document, to the Attachments tab of the change request (see Attaching Files to Change Requests).
	9
	Click on the Save button or press the F4 key to save the record and leave it displayed.  (Another method is to click on the OK button to save the record and return to the Change Management menu.)
	Result:  Provided all required data has been entered and validation of data is successful, a message is displayed on the Status Bar indicating that Change 999 Phase SOFTWARE has been opened by username.
	2.2 Updating a Change Request
	
	
	Overview




	GaNet staff will need to review the change requests assigned to them. After reviewing the change request, the assignee either updates it with comments and assigns it to the next assignee in the workflow or performs the work and if completed, closes the c
	
	
	
	Initial review




	NOTE:  See Searching Change Requests for instructions on locating a specific change request.
	Step
	Action
	1
	For each change request assigned to you, review the change and perform the work to complete it.
	Continued on next page
	2.2 Updating a Change Request, Continued
	Initial review (continued)
	Step
	Action
	2
	Update fields in the change request appropriately.
	Field
	Action
	Assignment Group
	On the Change Details tab, change the Assignment Group to the correct assignment group:
	delete the existing Assignment Group
	enter the correct one in the Assignment Group fie
	Assignee
	Assign the change to the next appropriate assignee in the workflow
	Comment Field
	Log a short comment describing any activity perform for this change. The system will date, timestamp, and identify author of the comment
	Click on the Save button to save the changes.
	If the change is completed
	Close the change as described in the section labeled Closing the Change Request.
	Result:  If the change request was only saved, but not closed, you will see a message on the Status Bar indicating that the change was updated.
	Continued on next page
	2.3 Closing a Change Request
	
	
	Closing the change request




	With the change request displayed (see example below), click on the Close button.
	Result:  ServiceCenter displays a close screen as shown below.
	The table on the following page shows the steps necessary to close the change request.
	Continued on next page
	2.3 Closing a Change Request, Continued
	Closing the change request (continued)
	Step
	Action
	1
	If necessary, change the default Completion Code from
	1 – successful to 2 – successful w/ problems or t
	2
	Enter Comments as appropriate, particularly if there were problems with the implementation of the fix.
	3
	Click on the OK button.
	Result:  ServiceCenter changes the status of the change request to Closed and updates the History tab of the change request with the name of the person closing the change (Closed By), the Date Closed, Completion Code, Est. Hours Worked (if entered), 
	2.4 Searching Change Requests
	
	
	Introduction




	ServiceCenter allows you to query change request records.  The blocks that follow indicate how to access the search function, the fields that can be used to narrow the search to view specific change requests, and the procedure for searching change reques
	
	
	
	Accessing the search function




	To access the search function, from the Change Management menu (see below), click on the Search Change Requests button.
	Result: A change search form with three tabs (the ˜˜˜˜˜˜Field Search tab, the History Search tab, and the Description Search tab) is displayed.
	Continued on next page
	2.4 Searching Change Requests, Continued
	
	
	
	Change search form, field search tab




	The Change Search Form Field Search tab (see below) includes the fields below, any or all of which can be left blank.  These fields are used to narrow the search.
	Field
	Description
	Number
	The Change ID number assigned by ServiceCenter.
	Category
	The category of change request, i.e., application, hardware, network, or software.
	Change Status
	The status of the change, e.g., open, in-progress, etc.
	Application Name
	The application, module, system software, or COTS for which a change is requested.
	Acronym
	The acronym of the application or module.
	Version/Release
	The Fix ID of the SAMPLE fix.
	App. Lead Analyst
	The Lead Analyst for the application.
	Application Mgr.
	The Application Manager of the application.
	Assignment Group
	The Assignment Group assigned the change.
	Assignee
	The person assigned the change.
	Contract No.
	The contract number the change is charged to.
	RFPDS No.
	The RFDPS number the change is charged to.
	Requested By
	The name of the person requesting the change.
	Change Reason
	The reason for the change, e.g., change scope, cost reduction, law change, new report, etc.
	Change Type
	The Change Type, e.g., Project. Maint/Support, Work Order, Enterprise Content,Consulting Service, etc.
	Continued on next page
	2.4 Searching Change Requests, Continued
	Change search form, field search tab (continued)
	Field
	Description
	Class
	The class of change, i.e., enhancement, maintenance, or new development.
	Priority
	The priority for the change, i.e., 1 – Critical,
	2 – High, 3 – Medium, or 4 – Low.
	Approval Status
	The status of the approval, i.e., pending, approved, or disapproved.
	Completion Code
	The Completion Code for the change, i.e.,
	1 – successful, 2 – successful w/ problems, or
	3 – cancelled.
	
	
	
	Change search form, history search tab




	The Search Form History Search tab (see below) has the following fields, any or all of which can be left blank.
	Field
	Description
	Req. Impl. Date
	The requested implementation date.
	Opened By
	The name of the person who opened the change request.
	Date Opened
	The date the change request was opened.
	Continued on next page
	2.4 Searching Change Requests, Continued
	Change search form, history search tab (continued)
	Field
	Description
	Updated By
	The name of the person who updated the change request last.
	Date Updated
	The date the change request was updated last.
	Closed By
	The name of the person who closed the change request.
	Closed After
	The date after which the desired change request should have been closed.
	And Before
	The date before which the desired change request should have been closed.
	Cancelled By
	The name of the person who cancelled the change request.
	Date Cancelled
	The date the change request was cancelled.
	NOTE:  The format of these date fields is mm/dd/yy hh:mm:ss.  If a time is not entered, the default is 00:00:00.
	
	
	
	Change search form, description search tab




	The Search Form Description Search tab (see below) displays a blank text box where you can enter a plain text query regarding the Change Description/Specification.  ServiceCenter adds the plain text to the search parameters.
	Continued on next page
	2.4 Searching Change Requests, Continued
	
	
	
	Change search procedure




	To search change request records, follow the steps in the table below:
	Step
	Action
	1
	Enter any Field Search information you know on the Field Search tab of the change search form.  The more information entered the narrower the search.
	To fill in these fields, you can:
	type in the known information
	click on the ellipsis or Fill buttons, or press F9 to access a QBE list, or
	click on the down arrow button to access a drop-down menu, or press the down arrow key to toggle through selections from the drop-down menu.
	2
	Click on the History Search tab to narrow the search further.  History search fields allow you to narrow the time frame for the requested date of implementation of a change as well as when the change request record was opened, updated, closed, or cancell
	3
	To narrow the search further, click on the Description Search tab and enter a plain text description of what you are searching for in the field provided.
	4
	Click on the Search button or press F6.
	Result:  One of the following will occur:
	IF …
	THEN …
	there is only one record that matches the search criteria
	the matching record is displayed.
	multiple records match the search parameters
	a QBE list is displayed, from which you can double-click on the desired record.
	a message is returned stating No Records Found
	eliminate some of the search parameters to broaden the search.
	2.5 Printing within Change Management
	
	
	To print a QBE list




	After verifying that File/Printing Options on the Menu Bar is set to Client Printer, follow the steps listed below to print a QBE list of changes in Change Management :
	Step
	Action
	1
	With a QBE list displayed, select Options(Print.
	2
	Choose one of the options listed below.
	IF YOU WISH TO PRINT …
	THEN SELECT …
	the QBE list itself
	Print List Only.
	a copy of each of the records in the list
	Print All Records.
	3
	Click on the OK button to send the print command to your default printer.
	
	
	
	To print an individual change request record




	With the individual change request record displayed:
	select Options(Print
	choose the option Print Change record, and
	click on the OK button to send the print command to your default printer.
	NOTE:  If you decide that you do not want to print after all, click on the X button.
	2.6 Attaching Files to Change Requests
	
	
	Attaching files




	Files of up to 1 meg can be attached to change requests of all categories and to the Attachment tab of Application Category change tasks.  The instructions in the table below describe how to add a file as an attachment.
	Step
	Action
	1
	Click on the Attachments tab.  Using the mouse, right click in the Attachments text box.
	Result:  The following screen is displayed.
	2
	From the pop-up list displayed, select “Insert …”�
	3
	From the screen displayed (see below), select Create from File.
	Continued on next page
	2.6 Attaching Files to Change Requests, Continued
	Attaching files (continued)
	Step
	Action
	4
	From the resulting screen \(see below\), selec�
	5
	Click on the OK button.
	6
	Click on the Save button or the OK button.
	Result:  The file is attached to the change request (or task) and may be opened by double clicking on it.
	Section 3 Job Aid – Reports
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	Standard or Management Reports can be obtained by following these instructions.
	Step
	Action
	1
	From the Home Screen, select the active icon for either Standard Report or Management Report i.e. whichever report type you have access to.  The one that is not grayed out.  If both are grayed out, contact your supervisor, so that your supervisor can req
	2
	When you are in the report area and can view the window that has a listing of reports, go to File and then select log in to server.  This brings up a log-in prompt. Enter your Service Center ID and Service Center password and click OK.
	3
	Select the report (s) that you want from the available reports list and move them to the to be printed panel.  The GaNet Traffic Group uses the report, Changes by Assignment Group, to prepare the weekly Traffic Reports.
	4
	If the report name has a “?” in front of it when 
	For the Report Changes by Assignment Group, the f
	Click the printer button to generate the report(s).
	5
	When the report appears, click on the printer button again to actually print the report.
	Section 4 Job Aid – Inventory Management
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	GaNet maintains its application assets in ServiceCenter using the application asset type.  Authority to add or update inventory is very restricted.  Contact the GaNet ServiceCenter Application Inventory Coordinator  if you require changes to inventory.
	Section 5 Job Aid – ServiceCenter Admin Functions
	5.1 Requesting ServiceCenter Access
	
	
	Overview




	Supervisors should follow these instructions to request access to ServiceCenter or update access for their employees.
	Step
	Action
	1
	Complete the ServiceCenter Access form and follow the instructions on the form to request access.
	5.2 Changing the Assignment Group Definitions
	
	
	Overview




	Assignment Groups are established to group individuals.  Currently, GaNet has assignment groups: ganet/traffic, ganet/e-dev, ganet/qm, ganet/creative, and portal tier 2.  New assignment groups may need to be established or changes may need to be made to
	Step
	Action
	1
	Follow the Assignment Group Instructions in the appendix using the assignment group form provided by the ServiceCenter Administration Group.
	The Assignment Group Form is an Excel document.  Contact the ServiceCenter Administration Group for the latest copy of the form.
	5.3 Changing Your ServiceCenter Password

	Step
	Action
	1
	From the ServiceCenter Home Menu click on the Support tab.  Then click on the Administration button.  You will be prompted for your old password, your new password and to confirm your new password.  If you have problems with your password contact GTA Des
	Appendix
	A. Service Center Access Request Form in Outlook
	B. Assignment Group Form Instructions
	C. Contact List
	D. Glossary
	
	B. ServiceCenter Assignment Group Request Instructions



	I.   Instructions for completing the Assignment Group Form  Form located at gta_sv02\GaNet Division\ServiceCenter \Service Center Access Forms\AssignGroupForm.
	Section A – This section should be completed by d
	Section B - This section should be completed by departments who require Alerts and Notifications to be sent when production records such as Problem tickets or Service calls, are assigned to operators.
	The following information should be completed for each section, unless stated otherwise.
	Type a name for the assignment group, on the line beside the field Assignment Group Name.
	Type the name of the operators below the assignment group name (Section A only).  Attach a ServiceCenter Request Form for each operator who currently does not have a ServiceCenter operator Id.
	Alert Levels and Notifications (Section B only)
	(3a) Default Assignee (This is the person to whom all problems are assigned, unless otherwise specified).
	(3b) Select if the Default assignee should be notified by pager, email or both.
	(3c) Select the time intervals the Alerts are sent, and at what level (Extreme, High, Moderate, and Low).
	(3d) Select if the individual and the Group members should be notified by email, pager or both.
	(3e) What operators will be notified at Alert1, Alert2, Alert3, and Deadline Alert (usually the Manager).
	Type the name of the manager of the group, the De
	Following the completion of this form, e-mail the form to the Department Manager.  The Department Manager will then e-mail the form to Todd Baker (tbaker), thereby indicating approval of your request.
	
	
	Field Definitions



	Assignment Group - The Assignment Group name that the Alerts & Notification is being created for.
	Operators – Operators who are going to be members
	Severity (Low, Moderate, High, Extreme) - The level of importance.
	Default Assignee - This is the person to whom all problems are assigned unless otherwise specified.
	Assignee Email - Selected if the default assignee should be notified by email.
	Assignee Pager - Selected if the default assignee should be notified by pager.
	Alert Intervals (Alert 1, Alert 2, Alert 3, DEADLINE): Format DDD HH:MM:SS
	- Time intervals when e-mails or pages will be sent.
	(ex: DEADLINE  14 00:00:00 = 14 days,    Alert 1   01:00:00 = 1 Hour)
	Alerts Email - Selected if the Default Individuals and/or the Default Groups should be notified by email.
	Alerts Pager - Selected if the Default Individuals and/or the Default Groups should be notified by pager.
	Default Individuals (Alert 1 Notify, Alert 2 Notify, Alert 3 Notify, DEADLINE Notify)
	– Names of operators who will receive e-mails or 
	Default Groups (Alert 1 Notify, Alert 2 Notify, Alert 3 Notify, DEADLINE Notify)
	– Assignment groups, whose operators will receive
	Assignment Group Manager – The person, either a m
	Department Manager – The department manager.
	Date requested - The date the form is filled out.
	III. Calculation of Alerts & Notification times
	As of 5/1/01, Alerts & Notifications are calculates as follows:
	The daily clock for alerts and notifications is 8
	When the Assignment Group and Severity are selected, the alert time intervals appear on the History tab.
	2. The system will take these intervals and compute the first alert and populate the Next Alert field, on the Problem Details tab.  When the problem ticket is originally open, it will also calculate the Deadline time.  Since the Deadline time is always t
	Reminder
	Days are calculated between the hours 8:00 AM - 5:00 PM.  There are 9 hours per day.
	Therefore:
	9 Hours = The next day, at the same time.
	18 Hours = Two days later, at the same time.
	27 Hours = Three days later, at the same time.
	36 Hours = Four days later, at the same time.
	45 Hours = One week later, at the same time.
	180 Hours = Four weeks later, at the same time.
	For the ticket that was opened in this diagrams above, the alerts will compute as below:
	Correct configuration
	Time opened: 10:49 AM
	Alert 1 interval:1 hour11:49 AM
	Alert 2 interval:1 hours12:49 PM
	Alert 3 interval:1 hours01:49 PM
	Deadline Alert:4 hours02:49 PM \(Remember, each 
	
	
	Contact List



	Title
	Individual
	Contact Information
	GTA Desktop Support
	404-657-4646
	GaNet ServiceCenter Application Inventory Coordinator
	Geneva White
	gwhite@gta.ga.gov
	ServiceCenter Administration Group Manager
	Todd Baker
	404-463-6038
	ServiceCenter Administration Group receives forms and changes, does training
	Howard Baker
	404-463-8126
	hfraser@gta.ga.gov
	ServiceCenter Administration Technical Support
	Steve Collins
	404-463-8131
	stcollin@gta.ga.gov
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